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INTRODUCTION 

These  appendix  volumes  gather  together  the  basic  unpublished  source 
material  which  served  as  the  basis  for  the  subcommittee's  hearings'  and 
report,  but  which  were  too  voluminous  to  include  in  the  hearing  record. 

Parts  One  and  Two  of  the  Appendix  contain  the  detailed  responses  to 
questionnaires  that  the  subcommittee  submitted  to  the  Civil  Aeronautics 
Board  and  the  airlines.   The  airlines  responses  to  Question  100  consisted 
of  training  manuals  for  airline  personnel,  and  thus  have  been  omitted 
from  this  appendix.   Likewise,  some  extensive  attachments  to  other  an- 
swers have  been  also  omitted,  particularly  if  the  material  is  on  file  with 
the  CAB.   In  such  cases,  the  omissions  are  noted,  and  the  material  may 
be  obtained  from  the  subconmittee  or  the  CAB  as  indicated.  Finally,  the 
subcommittee  has  deleted  certain  information  of  a  confidential,  financial, 
or  commercial  nature  where  requested  by  the  airline  providing  the  infor- 
mation. 

Part  Three  presents  the  primary  documents  relating  to  the  CAB's  con- 
trol over  entry.   CAB  staff  studies  of  1972  and  1974  detail  the  CAB's 
decisionmaking  process,  as  well  as  providing  much  useful  information  not 
published  or  generally  available  elsewhere.   Three  studies  initiated  by 
the  subcommittee  are  also  included:   a  study  by  a  special  subcommittee 
consultant,  Lucille  S.  Keyes;   a  legal  memorandum  by  Stuart  Glass  of 
the  Library  of  Congress  staff;  and  an  audit  of  entry  cases  by  the  General 
Accounting  Office.   (The  CAB's  responses  to  Questions  19  and  29  of  Part 
One  also  address  this  subject.) 

Part  Four  reproduces  certain  portions  of  the  Domestic  Passenger 
Fare  Investigation.   This  4-year  investigation  concluded  in  December 
1974,  and  presents  the  most  thorough  CAB  analysis  of  Federal  economic 
policy  toward  the  airlines,  and  the  most  carefully  considered  CAB  judg- 
ments on  the  use  of  its  authority  over  airline  fares. 

Finally,  Part  Five  contains  supplementary  material  which  relates 
to,  but  did  not  appear  in,  the  hearing  record. 
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1519 


TWA  RESPONSES  TO  AIRLINE  QUESTIONNAIRE 

/  Subcommittee  note. TWA  responded  to  the  subcommittee  question- 
naire with  voluminous  undigested  data.   Most  of  this  data  has  been 
omitted  and  is  on  file  with  the  subconmittee.   Duplicate  copies  are  also 
on  file  with  the  CAB,  if  a  submission  to  the  CAB  has  been  indicated ._/ 

IN  RESPONSE  TO  QUESTION  NUMBER  1 


TWA  continuously  reviews  the  domestic  fare  structure  and  always  seriously 
considers  lowering  fares  in  major  domestic  markets  to  promote  and  stimulate 
domestic  air  travel.   During  the  last  five  years  TWA  has  developed  several 
new  low  fares  based  on  sound  economic  principals  and  has  filed  tariffs 
embodying  these  lower  fares  with  the  Civil  Aeronautics  Board.   Attached  are 
three  of  TWA ' s  most  recent  justifications  for  new  lower  fares  filed  with 
the  Board:   TWA ' s  original  Demand  Scheduling  Service  Tariff  filed  in  late 
1972;  TWA's  Revised  Demand  Scheduling  Service  Tariff  filed  in  early  1974 
and  TWA's  Getaway  Excursion  Fare  filed  in  late  197A.   The  Board  approved 
the  two  former  tariffs  and  the  latter  is  currently  pending  Board  disposition. 

TWA,  in  addition,  files  tariffs  which  match  new  fares  filed  by  competitive 
airlines. 

J_  Attachments  omitted ._/ 


IN  RESPONSE  TO  QUESTION  NUMBER  1 

TWA  continuously  reviews  the  international  fare  structure  and  within  the 
lATA  negotiating  framework,  TWA  has  always  been  a  proponent  of  low 
promotional  fares  on  scheduled  service.   In  the  past  five  years,  TWA 
has  considered  international  fare  structures  which  include  low  promotional 
or  discount  fares  on  a  number  of  occasions  and  have  filed  tariffs  with 
the  Civil  Aeronautics  Board  containing  such  fares.   Two  specific  examples 
of  recent  tariff  filings  by  TWA  are  TVA ' s  filing  of  December  1972_for 
transatlantic  fares  (CAB  Docket  25054,  25097,  25101)  and  TWA's  youth 
fare  filing  of  June  1974  (CAB  Docket  25661). 

/  Attachments  omitted ._/ 
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Attachment  3 


IN  RESPONSE  TO  QUESTION  NUMBER  2 


TWA  does  not  support  the  type  of  "zone  of  reasonableness"  fare 
proposal  advocated  by  the  DOT  and  DOJ  in  Phase  9  of  the  DPFI.   TWA ' s 
Brief  and  Reply  Brief  to  the  Administrative  Law  Judge  and  Brief  to 
the  Civil  Aeronautics  Board  in  Phase  9  of  the  DPFI   fully  explains 
TWA ' s  position  on  this  issue.   These  documents  are  attached. 

l_   Attachments  omitted ._/ 
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Attachment  4 


IN  RESPONSE  TO  QUESTION  NUMBER  3 


The  accompanying  table  lists  the  proportion  of  passengers  carried  by  TWA 
traveling  for  purposes  of  business  and  pleasure/personal  on  transcontin- 
ental flights,  major  short  haul  routes  and  transatlantic  routes.   TWA '  s 
market  research  does  not  sample  this  data  for  minor  short  haul  routes  or 
other  international  routes  on  a  consistent  basis  to  provide  meaningful 
and  statistically  significant  results.   We  have  provided  this  data  for 
the  years  1972,  1973  and  the  first  nine  months  of  1974. 


TWA'S  PROPORTION  OF  PASSENGERS  TRAVELING 

FOR  PURPOSES  OF  BUSINESS  AND  PLEASURE 

1972  TO  DATE 


1972 


1973 


First 
9  Months 
of  1974 


Transcontinental  Flights 


Business 
Pleasure /Personal 


52% 
48 


51% 
49 


53% 
47 


Major  Short  Haul  Routes 


Business 

Pie a sure /Personal 


64% 
36 


65% 
35 


67% 
33 


Transatlantic  Routes 


Business 

Plea sure /Personal 


25% 
75 


28% 
72 


36% 
64 


Source:   TWA  Continuous  On-Board  Survey  conducted  by  Oxtoby-Smith,  Inc. 
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Attachment  5 


IN  RESPONSE  TO  QUESTION  NUMBER  4 


The  attached  document  is  a  description  of  TWA ' s  pricing  function,  which 
was  filed  in  the  "Capacity  Reduction  Agreement  Case"  (CAB  Docket  22908). 

The  effects  of  fare  competition  on  TWA ' s  fares,  costs  and  profits  are 
included  in  the  justification  filed  with  the  Civil  Aeronautics  Board 
for  fare  increases  and  decreases  supplied  in  response  to  question  numbers' 
1  and  5. 
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DESCRIPTION   OF   TWA ' S   SCHEDULING,    FLEET   PLANNING 

PRICING  AND   ADVERTISING    FUNCTIONS 

(In  Response  To  VII.    4.,    6.,    8.    and    10.) 

C.    PRICING 

A  fare  proposal  may  originate  at  any  level  of  TWA's  management  structure. 
Once  the  fare  proposal  is  conceptualized  it  is  submitted  to  the  Staff  Vice 
President  of  Pricing  for  evaluation  (see  TWA's  Manual  of  Organization,  charts 
55  and  55B,  Exhibit  No.  TWA-IR-46,  pages  40  and  42).   If  it  is  a  Domestic  U.S. 
passenger  fare  proposal,  the  Director  of  Domestic  Passenger  Pricing  together  with 
the  Manager  of  Domestic  Passenger  Pricing  and  the  Manager  of  Tariff  Administration, 
Domestic,  consult  with  as  many  internal  TWA  Divisions  and  Departments  as  may  be 
required  to  evaluate  the  proposal.   An  informal  report  is   then  prepared  summarizing 
their  evaluation,  conclusions  and  recommendations,  which  is  submitted  to  the 
Staff  Vice  President  of  Pricing  for  approval  or  disapproval. 

Upon  approval  by  the  Staff  Vice  President  of  Pricing,  a  formal  coordination 
form  is  prepared  describing  the  proposal,  the  economic  and  competitive  environ- 
ment which  led  to  the  proposal,  the  conclusions  and  comments  of  all  the  other 
parties  which  were  consulted  and  the  final  evaluation  and  recommendation  of 
the  Pricing  Department. 

The  formal  coordination  report  is  then  submitted  to  the  Vice  President  of 
Marketing  Planning,  the  Vice  President  of  Advertising  and  Marketing  Programs  and 
the  Senior  Vice  President  of  Marketing  for  their  approvals  (see  Exhibit  No.  TWA- 
IR-46,  Page  35) . 

Upon  approval,  the  Manager  of  Tariffs,  Domestic,  prepares  the  tariff  pages 
for  filing  with  the  Civil  Aeronautics  Board  and  the  Manager  of  Domestic  Passenger 
Pricing  prepares  the   justification  for  the  filing. 

Upon  disapproval  at  any  point  in  the  above  process  the  fare  proposal  is 
terminated  and  returned  to  its  originator. 

Similar  procedures  are  basically  followed  for  proposals  for  international  passenger 
fares,  domestic  and  international  cargo  rates,  in  accordance  with  Pricing's 
functional  organization  lines  (as  shown  in  Exhibit  No.  TWA-IR-46,  Page  42). 
With  respect  to  international  passenger  fare  and  cargo  rate  proposals  after 
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DESCRIPTION  OF  TWA ' S  SCHEDULING,  FLEET  PLANNING, 

PRICING  AND  ADVERTISING  FUNCTIONS 

(In  Response  To  VII.  4.,  6.,  8.  and  10.) 

C.  PRICING  (Continued) 

TWA's  corporate  approval  is  obtained,  in  many  instances,   it  may 
require  the  approval  of  the  International  Air  Transport  Association  (lATA) 
prior  to  its  filing  for  Civil  Aeronautics  Board  approval.   In  these  instances 
TWA's  lATA  Affairs  Department  (see  Exhibit  No.  TWA-IR-46,  page  44)  has  the 
responsibility  for  negotiating  such  approval.   With  respect  to  cargo  rates  the 
proposal  requires  coordinated  approval  of  TWA's  Vice  President  Cargo  Marketing 
rather  than  that  of  the  Vice  President,  Advertising  and  Marketing  Programs. 

DCMESTIC  PASSENGER  PRICING 
DIRECTOR  -  Domestic  Pasr^^r..:  :  Pricing 

Directs  the  economic  evaluation  of  existing  and  newly 
proposed  domestic  passenger  fare  programs  and  recommends 
positions  to  be  taken  on  such  programs.   Directs 
and  coordinates  the  initiating  devising,  investi- 
gating, and  upon  Implementation,  monitoring  of  new 
and  different  pricing  strategies  as  component  parts 
of  passenger  marketing  concepts  and  services.   Directs 
the  development  of  economic  justifications  for  domestic 
passenger  fare  adjustments,  changes  and/or  additions 
and  sponsors  such  material  as  needed  at  CAB  regulatory 
proceedings. 

MANAGER  -  Domestic  Passenger  Pricing 

Conducts  the  development  of  new  domestic  passenger 
fare  programs  and  economic  evaluations  of  existing  and 
newly  proposed  fare  programs  and  recommends  positions 
to  be  taken  for  tariff  action.   Analyzes  and  evaluates 
domestic  passenger  fare  proposals  and  recommends 
a  corporate  position  on  such  proposals.   Develops 
economic   justifications  for  domestic  passenger 
fare  adjustments,  changes  and/or  additions  for  CAB 
tariff  filings.   Monitors  new  domestic  passenger 
fare  programs. 

MANAGER  -  Tariff  Administration,  Domestic 


Conducts  the   preparation,  publication  and  distribution 
of  required  or  approved  domestic  passenger  tariffs 
and  information  bulletins  and  insures  that  such   tariffs 
are  filed  with  appropriate  government  agencies. 
Interprets  passenger  tariff  rules  and  regulations. 
Develops  tariff  format  and  publication  methods. 
Represents  TWA  at  industry  tariff  and  fare  meetings 
as  required. 
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DESCRIPTION  OF  TWA 'S  SCHEDULING,  FLEET  PLANNING, 

PRICING  AND  ADVERTISING  FUNCTIONS 

(In  Response  To  VII.  4.,  6.,  8.   and  10.) 

C.  PRICING  (Continued) 

INTERNATIONAL  PASSENGER  PRICING 

DIRECTOR  -  International  Passenger  Pricing 

Directs  the  economic  evaluation  of  existing  and  newly 
proposed  international  passenger  fare  programs  and 
recommends  positions  to  be  taken  on  such  programs. 
Directs  and  coordinates  the  initiating,  devising, 
investigating,  and  upon  implementation,  monitoring  of 
new  and  different  pricing  strategies  as  component  parts 
of  international  marketing  concepts  and  services. 
Directs  the  development  of  economic  justification  for 
international  passenger  fare  changes,  adjustments  and  / 
or  additions  and  sponsors  such  material  as  needed 
at  CAB  regulatory  proceedings  and  lATA  fare  negotiations. 

DIRECTOR  -  Tariff  Administration 

Directs  the  preparation  and  publication  of  passenger  tariffs 
as  requiredi  and  insures  their  being  filed  with  appropriate  federal 
state  and  foreign  government  agencies.   Directs  the  development 
of  the  design  and  publication  of  such  tariffs  to  obtain  maximum 
clarity  at  minimum  cost.   Directs  tariff  and  tariff  information 
bulletin  distribution  to  TWA  personnel,  other  airlines,  sales 
agents  and  shippers.   Provides  authoritative  interpretst ions  of 
passenger  tariffs  including  rules  and  regulations.   Exercises 
staff  supervision  to  assure  proper  application  of  approved  passenger 
tariffs  throughout  the  system.   Monitors  industry  competitive 
passenger  tariff  action  and  represents  TWA  at  industry  tariff 
meetings . 


MANAGER  -  International  Passenger  Pricing 

Conducts  the  development  of  new  international  passenger  fare 
programs,  economic  evaluations  relative  to  international  fare 
programs,  both  existing  and  newly  proposed,  and  recommends 
positions  to  be  taken  on  such  programs  all  within  the  framework  of  the 
of  the  lATA  negotiating  machinery.   Develops  international 
passenger  charter  rates  and  evaluates  proposals  as  competitive 
conditions  dictate.  Supervises  analysis  and  evaluation  of  inter- 
national fare  proposals,  recommends  a  corporate  position,  and 
monitors  implemented  fare  programs. 

CARGO  PRICING  AND  MARKET  PLANNING 

DIRECTOR  -  Cargo  Pricing  and  Market  Planning 

Directs  the  economic  evaluation  of  existing  and  proposed  domestic 
and  international  cargo  rate  programs  and  recommends  corporate 
positions.  Directs  the  development  of  an  integrated  and  economically 
viable  cargo  plan  for  TWA,  including  forecasts,  competitive  market 
objectives   tariff  requirements,  cargo  flight  equipment  evaluation 
and  application  and  cost  analysis.   Recommends  near  term  objectives 
for  marketing  and  service  plans.   Directs  the  development,  coordination 
and  implementation  of  new  pricing  programs  and  monitors  their  impact 
after  introduction.   Directs  the  development  of  economic  justifications 
for  cargo  rate  changes  and  sponsors  material  required  by  CAB  ct   LATA 
Directs  the  maintenance  and  filing  of  TWA ' s  air  freight  tariffs. 
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DESCRIPTION  OF  TWA'S  SCHEDULING,  FLEET  PLANNING 

PRICING  AND  ADVERTISING  FUNCTIONS 

(In  Response  To  VII.  4.,  6.,  8.  and  10.) 

C.   PRICING  (Continued) 

MANAGER  -  Cargo  Strategy  Planning 

Responsible  for  the  development  of  Cargo  traffic  and  revenue 
potential,  tariff  guidelines  and  TWA  share  objectives.  Responsible 
for  the  development  of  economic  evaluation  of  proposed  changes 
in  fleet  composition,  ground  handling  systems  and  services. 
Coordinates  the  development  cargo  information  systems  required 
for  cargo  plan  development  and  strategies. 

MANAGER  -  Cargo  Tariffs,  Domestic 

Conducts  the  development  and  evaluation  of  new  or  existing  domestic 
cargo  rate  programs  and  recommends  corporate  position  for 
tariff  action.   Monitors  competitive  domestic  cargo  tariff 
activity.  Assists  in  the  development  of  economic  justifications 
for  domestic  cargo  rate  adjustments  and  participates  in  various 
domestic  industry  discussions  related  to  improvements  cargo 
pricing. 


MANAGER  -  Cargo  Tariffs,  International 


Conducts  the  development  and  evaluation  of  new  or  existing 
international  cargo  rate  programs  and  recommends  corporate 
position  for  tariff  action.   Monitors  competitive  international 
cargo  rate  activity.  Supervises  the  presentation  of  TWA ' s 
international  cargo  prices  within  industry  memorandum  tariffs 
as  well  as  the  maintenance  of  TWA ' s  legal  international  cargo 
tariffs.   Paricipates  in  LATA  cargo  rate  meetings  in  an  economic 
consulting  capacity. 


1527 


Attachment  6 


IN  RESPONSE  TO  QUESTION  NUMBER  5 


Attached  are  TWA ' s  justification  for  tariff  changes  which  includes  fare 
increases  filed  with  the  Civil  Aeronautics  Board. 


J_   Subcoimnittee  note. The  attachments  to  this  response  have  been 

omitted  as  too  lengthy  for  inclusion  in  the  record ._/ 


67-378  O  -  76  -  2  (Vol.3) 


Attachment   7 
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IN  RESPONSE  TO  QUESTION  ^fUMBER  6 

In  the  attached  Statistical  Supplement  to  its  1973  Annual  Report,  TWA  provided  a 
comprehensive  picture  of  the  Company's  operational  and  financial  performance  for 
the  last  calendar  year  as  well  as  historically  for  the  past  nine  years.   Included 
in  the  supplement  are  costs,  revenues,  gross  profits,  interest  on  debt,  provision 
for  income  taxes,  net  return  to  equity  and  load  factors  for  our  domestic  and 
international  routes.   Also  included  is  data  on  our  charter  operations  and  other 
non-airline  activities.  y 

Also  attached  are  copies  of  TWA ' s  income  statements  for  the  first  nine  months  of 
1974  as  filed  with  the  Civil  Aeronautics  Board  in  CAB  Form  41  Schedule  P  1.2. 

Information  on  separate  routes  is  generally  not  available  and  therefore  the  infor- 
mation provided  makes  the  distinction  only  between  TWA ' s  Domestic  and  International 
operations.   The  International  Operations  Data  corresponds  primarily  to  North  Atlantic 
routes,  therefore  the  data  provided  will  satisfy  that  particular  portion  of  your 
inquiry. 

While  data  for  specific  routes  is  generally  not  available,  we  have  enclosed  a 
series  of  documents  filed  with  the  Civil  Aeronautics  Board  in  regard  to  its 
investigation  into  the  Capacity  Reduction  Agreement  Case.   (CAB  Docket  22908).   These 
documents  do  contain  information  for  Specific  routes.   Included  is  the  following 
information: 

1)  TWA's  direct  testimony  of  Mr.  M.  A.  Brenner  and  supporting  exhibits. 

2)  TWA's  rebuttal  testimony  of  Mr.  M.  A.  Brenner  and  supporting  exhibits. 

3)  TWA's  Trial  Brief  to  the  Administrative  Law  Judge. 

4)  TWA's  Brief  to  the  Administrative  Law  Judge. 

5)  TWA's  Segment  profit  and  loss  statements  for  capacity  agreement  markets, 
comparable  markets  and  competitive  impact  markets  including  expense 
estimating  methodology. 

6)  TWA's  segment  yield  data  for  passenger  and  cargo  traffic  carried  on  the 
capacity  agreement  markets,  comparable  markets  and  competitive  impact 
markets . 

7)  TWA  system  profit  and  loss  statements  and  other  financial  data. 

Revenues  and  associated  passenger  related  costs  generally  goes  up  as  load  factors 
increase.   We  are  unable  to  give  specific  changes  in  financial  results  to  corresponding 
changes  in  load  factors.   The  results  will  vary  depending  upon  how  load  factors 
are  increased,  for  example,  if  capacity  is  reduced  as  opposed  to  maintaining 
capacity  while  at  the  same  time  increasing  the  number  of  passengers. 

/"Subconmittee  note. ---All  materials  referred  to  are  on  file  with  the 
CAB,  and  are  omitted  except  relevant  portions  of  the  Statistical  Supplement 
to  the  1973  Annual  Report,  which  follows;_7 
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Statistical  Supplement 
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Trans  World  Airlines,  Inc.  1973  Annual  Report  Statistical  Supplement 


To:   Members  of  the  Financial  and  Investment  Community 

We  again  have  prepared  a  Statistical  Supplement  which, 
along  with  our  1973  Annual  Report,  provides  you  wit^i  a 
comprehensive  picture  of  the  Company's  operational  and 
financial  performance  for  the  last  calendar  year 

Basically,  the  Statistical  Supplement  follows  the  structure  of 
the  1973  Annual  Report.  As  a  result,  this  Supplement  provides 
you  with  relevant  statistical  information  for  each  of  our  major 
operating  units:   the  airline.  Hilton  International  and  Canteen 
Corporation. 

I  trust  you  will  continue  to  find  TWA's  Statistical  Supplement 
a  valuable  source  of  information  and,  of  course,  welcome  your 
comments  and  suggestions  on  ways  to  improve  its  usefulness. 


(1^.4^^ 


C.  E.  Meyer,  Jr 

Senior  Vice  President  -  Finance 

April  15,  1974 
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Tram  Worid  Airlines,  Inc.  and  Subsidiaries 
Consolidated  Financial  Results  1973-1964 
(Amounts  in  Thousands) 


1J73* 


Opanting  RanniMi: 

Airline 

Passenger      

Cargo      

Other     

Total       

Hilton  Internattonai      

Canteen  Corporation 

Corporate  Activities  and  Other 

Total       

Oparating  Expantas: 

Airline      

Hilton  International      

Canteen  Corporation 

Corporate  Activities  and  Other 

Total       

Opantint  Incoma  (La«): 

Airline      

Hilton  International      

Canteen  Corporation    

Corporate  Activities  and  Other 

Total       

Other  Char«M  (CiadHa): 

Airline      

Hilton  International      

Canteen  Corporation 

Corporate  Activities  and  Other 

Total       

Corpofata  Incoma  (Lw)  Bafora  Ineoma  Taxaa: 

Airline      

Hilton  International      

Canteen  Corporation 

Corporate  Activities  and  Other 

Total       

Praviiion  (CradH)  For  Inooma  Taxaa 

Corponta  IncOma  (Loa)  After  liwoma  Taxes     . 

Corporate  Eanitn«l(Laai)  Par  Common  Share    . 

nnandal  Ratloa: 

Corporate  Return  on  Investment^ 

Corporate  Operating  Income  to  Revenues     .  .   . 
Corporate  Operating  Expenses  to  Re«nues      .  . 

Corporate  Debt  to  Equity      ■  • 

Corporate  Net  I  ncome  as  a  Percent  of  Equity 
Corporate  Net  Income  as  a  Percent  of  Revenues 


$1,154,069 

$1,198,092 

140.632 

140,431 

84.779 

79,765 

1 ,379.480 

1,418,288 

248,046 

214,907 

181,044 

- 

2,420 

- 

1.810S90 

1.633,195 

1.308.693 

1,343.596 

226,659 

195,729 

171,773 

- 

5379 

- 

1,712,504 

1 ,539.325 

70.787 

74.692 

21J87 

19.178 

9^71 

- 

(2S59) 

- 

98.486 

93.870 

31fl78 

32.158 

(5.430) 

1,422 

(188) 

- 

3.767 

(1X)83) 

29.227 

32,497 

39.709 

42.534 

26.817 

17.756 

9.459 

- 

(6.726) 

1.083 

69,259 

61.373 

22.783 

18.295 

$       46,476 

$      43.078 

$           3.25 

$           3.01 

7.1* 

6.8% 

5.4K 

5.7% 

94.6% 

94.3% 

2.19:1 

2.21:1 

10.5% 

11.0% 

2.6% 

2.6% 

"1973  Includes  45  Oays  of  strike. 

Hilton  International  was  acquired  under  a  poolln»-of-lnterests  In  May  1967. 

Financial  Statements  prior  to  the  acquisition  have  Been  restated  In  accordance 

with  generally  accepted  accounllna  principles  to  reflect  results  as  If  Hilton 

International  had  always  been  a  subsidiary  of  TWA. 
^1966  Includes  43  days  of  strike. 

Acquired  as  of  July  29,  1973. 
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$1,061,600 

$    981.383 

$    925.709 

$    788.910 

$    735.256 

$    571.344 

$     582.342 

$    498.686 

125.149 

122.627 

114.669 

97.963 

88.669 

72.003 

69.728 

58,822 

66.679 

53.367 

58.062 

61.371 

51.614 

38.285 

20.717 

17,490 

1 .253.428 

1.157.377 

1 .098.440 

948.244 

875.539 

681.632 

672.787 

574,998 

185.872 

178.705 

161.816 

150.200 

131.763 

115.519 

94.056 

80,282 

1.439  JOG 

1 .336.082 

1 .260,256 

1.098.444 

1.007.302 

797.151 

766.843 

655,280 

1.241.144 

1.241,257 

1 ,073,354 

918.022 

820.595 

615.315 

576.285 

490.654 

169.518 

162.322 

146,054 

136.960 

122.793 

107.641 

88.244 

75.926 

1.410.662 

1 .403.579 

1,219,408 

1 .054.982 

943.388 

722.956 

664.529 

566.580 

12.284 

(83.880) 

25,086 

30.222 

54.944 

66.317 

96,502 

84.344 

16.354 

16.383 

15.762 

13.240 

8.970 

7.878 

5,812 

4.356 

28.638 

(67.497) 

40.848 

43.462 

63.914 

74.195 

102,314 

88.700 

20.620 

17.036 

18.289 

22.868 

13509 

1  5.055 

12.853 

14.267 

282 

434 

749 

1.099 

378 

948 

716 

1.364 

(9891 

(2.123) 
15.347 

(2.216) 
16.822 

(1.867) 
22.100 

- 

- 

- 

- 

19.913 

13.887 

16.003 

13.569 

15.631 

18.3361 

(100S16) 

6.797 

7.354 

41.435 

51.262 

83.649 

70,077 

16.072 

1 5.949 

15.013 

12.141 

8.592 

6.930 

5.096 

2.992 

989 

2.123 

182.8441 

2.216 
24.026 

1.867 
21 .362 

_ 

_ 

_ 

_ 

8.725 

50X)27 

58.192 

88.745 

73.069 

5.471 

(19.3351 

4.132 

(175) 

9.257 

23.474 

34.640 

33.764 

$        3.254 

S     (63.509) 

$       19,894 
$           1.63 

$       21 .537 
$            1.78 

$       40.770 
$           3.39 

$       34,718 
$           2,92 

$      54,105 

$      39.305 

$           0.11 

$         (6.39) 

$           4.72 

$          3.92 

3.9% 

(24%) 

4.9% 

5.2% 

1,0% 

8,7% 

14.1% 

13.0% 

2.0% 

(6,1%) 

3,2% 

4.0% 

6,3% 

9.3% 

13.3% 

13,5% 

98.0% 

1051% 

96.8% 

96  0% 

937% 

90.7% 

86  7% 

86,5% 

2.24  1 

2  75  1 

2.13  1 

1.73;1 

1.70  1 

1.36:1 

1.16:1 

2,18  1 

9% 

(21.2%) 

5.5% 

6.3% 

12  6% 

12.2% 

21,6% 

25,7% 

.2% 

(4.8%) 

1.6% 

20% 

4.0% 

4.4% 

7.1% 

6.0% 

^Includes  Special  Services,  TWA  Services.  Inc..  Int 

irnatlonal  Hotels 

(Kenya).  Ltd.. 

Hotels  ol  the 

Marianas,  Inc. 

(G 

jam),  nonalrline  general  and  admin 

stratlve  expenses 

ar.d  Income  c 

harges  associated 

with  acquisition  o 

Canteen  Corpora 

tion. 

Based  on  average  common  a 

nd 

common  equtvale 

t  shares  oulstan< 

Ing  during  each  p 

eriod. 

^CAB  formula 

Five  quarter 

iverages;  debt 

ncl 

udes  current  malu 

itles. 
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Trans  World  Airlines,  Inc.  and  Subsidiaries 
Consolidated  Balance  Sheet ' 

(Amounts  in  Thousands! 

Assets 


Currant  Aoflts: 

Cash       

Temporary  cash  in\«sTments,  at  cost  {approximates  market) 
Receivables,  less  allowance  for  doubtful  accounts 

(1973-$1 5.969.  1972-$1 1 .6481      

Inventories,  less  allowance  for  otjsolescence 

(1973.524.987,  )972-$22,l  341      

Other     

Total     

Property: 

Flight  equipment     

Merchandisir'"  equipment        

Land,  buildings  and  improvements      

Other  property  and  equipment     

Prepayments  on  flight  equipment       

Total  property  —  at  cost     

Less  accumulated  depreciation     

Property  —  r>et 

Other  Assets: 

Goodwill      

Equity  in  unconsolidated  finance  subsidiary      

Other     

Total 

Total      

Liabilities 


42,793 
54,466 


46,558 
37,301 


99,390 

59,291 

21,138 

19,117 

463,744 

416,398 

1,608,910 

1.494,127 

73,449 

- 

194,442 

169,117 

156,553 

148,019 

146,053 

154,027 

2,179,407 

1,965,290 

851 ,627 

742,673 

1,327,780 

1,222,617 

41 ,676 

_ 

11,262 

- 

75,355 

59,924 

128,292 

59,924 

$1,919,816 

$1,698,939 

Current  Liabilitim: 

Current  maturities  of  long-term  debt 
Accounts  payable  and  accrued  Irabilitit 

Advance  ticket  sales       

Total 

Long-Tarm  Liabilftm: 

Long-term  debt,  less  current  maturities 

Other  non-current  liabilities       .... 

Total 

Deferred  Credits: 

Deferred  income  taxes      

Other     

Total 


$       57,926 

$      37,853 

267,775 

242,852 

76,629 

64,225 

402,330 

344,930 

964,888 

866,702 

14,710 

14.488 

979,598 

881,190 

85.783 

71,380 

10,935 

9,786 

96,718 

81,166 

Shareholders'  Equity: 

Shares  in  ThowrHis 
1973  1972 

Preferred  Stock,  without  par  value,  stated  value  $2.50  per  share, 
liquidating  preference  $50  per  share  (aggregate  $52,405,000) 

Authorized       7,000  7,(X)0  2,620 

Outstanding     1,048  1,048 

Common  Stock,  par  value  $5  per  share. 

Authorized       40,000  40,000 

Outstanding     12,513  12,307  62,564 

Additional  paid-in  capital 161,304 

Retained  earnings 214,682 

Total 441,170 

Total      $1,919,816 

Trans  world  Airlines  adopted  a  policy  of  fully  consolidated  financial  statement  presentation  In  1973.  The  Consolidated  Bala 
Statement  of  Changes  In  Consolidated  Financial  Position  have  Men  restated  for  1972  only. 


61,536 
157,195 
170,302 
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Trans  World  Airlines,  Inc.  and  Subsidiaries 

Statement  of  Changes  in  Consolidated  Financial  Position^ 

(Amounts  in  Thousands) 


Y«ar  Endad  December  31, 


Funds  Provided  By: 

Operaiions 

Net  income      

Expenses  not  requiring  current  cash  outlays 

Deferred  income  tax  provision 

Depreciation  and  amortization 

Other       

Net  from  operations     

Prepayments  refunded  upon  lease  of  aircraft 

Net  book  value  of  assets  retired       

Long-term  debt  incurred: 

Issued  in  connection  with  acquisition     ,  .  .  ., 

Assumed  through  acquisition     

Other      

Common  stock  issued        

Increase  (decrease)  in. 

Accounts  payable  and  accrued  liabilities       

Advance  ticket  sales 

Revolving  credit  notes  —  net       

Other  non-current  liabilities  and  deferred  credits      

Decrease  (increase)  in  receivables . 

Total .•  .  .. 

Funds  Used  For: 

Property 

Added  through  acquisition       

Flight  equipment  additions  less  prepayments  applied     .... 

Prepayments  on  flight  equipment     

Other  additions     

Total  property  additions 

Long-term  debt  payments       ,. 

Dividends  paid  -  preferred  stock     

Goodvtfill  relating  to  companies  acquired     

Increase  (decrease)  in. 

Inventories       

Other  current  assets 

Other  assets     

Total 

Increase  In  Cash  end  Temporary  Cash  Investments  for  the  Year 
Cash  and  Temporary  Cash  Investments  at: 

Beginning  of  year      

End  of  year 


$  46,476 

$   43.078 

13.520 

11.713 

123,033 

108,322 

8515 

7.921 

191,944 

171.034 

33,955 

- 

14,700 

10.706 

133,640 

_ 

26.605 

_ 

44.278 

90.310 

5.137 

4.694 

24.923 

33.890 

12.404 

7.106 

10.000 

34.350 

1.371 

11.899) 

8.174 

133,938) 

507.131 

316.253 

81.405 

- 

87.600 

116,102 

60.832 

87,842 

48.699 

57,805 

278.536 

261,749 

96.264 

26592 

2.096 

4,193 

42.114 

- 

43.549 

15.240 

1.138 

3.146 

30.034 

(5.386) 

493.731 

305.934 

13,400 

10.319 

83,859 

73.540 
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Trans  World  Airlines,  Inc.  and  Subsidiaries 

Airline  Financial  Results  —  System  Operations  1973-1964 

(Amounts  in  Thousands) 


1973* 


$     171.177 

$     192.389 

982,892 

1 ,005,703 

1,154.069 

1,198.092 

38.436 

38356 

3.679 

3.601 

98.517 

97.874 

140.632 

140,431 

11.817 

20.185 

39,947 

33.859 

51.764 

54,044 

33,015 

25,721 

1.379.480 

JL-418,288 

Opvrating  R«v«nu«: 

Passenger 

First  class     ,    .    ,    . 

C  oac  h/ eco  no  m  V 
Total       .   . 
Cargo 

Mail 

Express     

Freight      

Total       .   .   . 
Charter 


Total       

Other 

Total       

Oparating  E)tp«nta>: 

Employment  costs 

Salaries  arvd  wages       

Employee  benefits       

Total       

Aircraft  fuel'^ 

Depreciation  and  amortization ^. 

Mutual  aid  —  net 

Other • 

Total       1 .308,693  1 .343,596 

Other  ChargBs  (Cradits): 

Interest  -  net       30,818  29,071 

Other  -  net       260  3.087 

Total        31 .078  32.158 

IncoiTM  Before  Income  Taxes       $       39.709  $       42.534 

^1973  Includes  45  days  of  strike. 
^1966  Incrudes  43  days  of  strike. 
Fuel  costs  as  reported  to  CAB.  Does  not  include  oil  or  deminarallzed  water. 


497,183 

485,619 

91,935 

79.269 

589,118 

564,888 

166,453 

158,845 

1 1 1 ,982 

104.947 

(73,563) 

3,950 

514,703 

610366 
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$     176.994 

$     192.176 

$     198.886 

$     163.645 

$     154.878 

$     140.435 

$    148.872 

$    138.436 

884.606 

789.207 

726.823 

625.265 

580.378 

430.909 

433.470 

360,250 

981.383 
34.979 

925.709 
35.566 

788.910 
30.644 

735.256 
29.876 

57 1 .344 
23.946 

582.342 
22,582 

498.686 

38.526 

22,523 

3.127 

4.262 

4.680 

5.013 

4.796 

4.792 

4.630 

4,307 

83.496 

83.386      . 

74.423 

62.306 

53.997 

43.265 

42.516 

31.992 

125.149 

122.627 

114.669 

97.963 

88.669 

72.003 

69.728 

58.822 

23.736 

17.687 

25.607 

33.486 

30.447 

20.911 

8.011 

6.267 

18.936 

13.026 

12.302 

7.993 

5.344 

4.304 

1.916 

1.959 

42.672 

30.713 

37.909 

41.479 

35.791 

25.215 

9.927 

8.226 

24.007 

22.654 

20.153 

19.892 

15.823 

13.070 

10.790 

9.264 

1,253.428 

1.157.377 

1 .098.440 

948.244 

875.539 

681.632 

672.787 

574.998 

454.564 

467.758 

419.711 

359.480 

321.134 

245,571 

221.096 

187.904 

75.071 

78.543 

46.548 

40.967 

34.155 

21.738 

20.862 

13.563 

529.635 

546.301 

466.259 

400.447 

355.289 

267.309 

241.948 

201 .467 

146.323 

145.934 

138.568 

125.516 

104.323 

79.438 

75.479 

63.299 

117.237 

105.300 

93.602 

80.671 

88.934 

72.031 

58.846 

48.730 

1.209 

5,904 

8.651 

_ 

- 

(17S62) 

976 

29 

446.740 

437.818 

366.274 

31 1 .388 

272.049 

214.499 

199.036 

177,129 

1.241.144    . 

1,241.257 

1 ,073.354 

918.022 

820.595 

615.315 

576,285 

490.654 

28.080 

23,711 

20.871 

,       22.261 

21.287 

20.208 

17.729 

18.647 

{7.460) 

(6,675) 

(2.582) 

607 

(7.778) 

15.153) 

(4.876) 

(4.380) 

20.620 

17.036 
$   (100.916) 

18.289 
$         6.797 

22.868 

13.509 
$       41.435 

15.055 
$       51 .262 

12.853 
$       83.649 

14.267 

$        (8.3361 

$         7.354 

$       70,077 
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Train  Worid  Airlines,  Inc. 

Airline  Operating  Statistics  -  System  Operations  1973-1964 


Rcinniw  PuMngar  Mils  Flown  10001 

First  Class       

Coach/Economy     

Scheduled  Service  -  Total     

Charter 

Total       

AMilaUa  San  Mlaa  Flown  (0001 

First  Clas       

Coach/Economy     

Scheduled  Service  -  Total     

Charter 

Total       

Pwafngar  Load  Factor 

First  Class       

Coach/Economy      

Scheduled  Service  -  Average 

Charter 

Average  —  All  Services     

Raoanua  Plana  Milat  Flown  (0001 

Sct>eduled  Service      

Charter 

Total        

Percent  of  Scheduled  Miles  Completed 

Rannue  Paaangar  Enplanamanli  (0001 

Scheduled  Service      

Charier 

Total       

AnHlabla  Ton  Mlas  Flown  (000) 

Scheduled  Service       

Charter 

Total       

1^1973  Includes  45  days  of  strike. 
1966  Includes  43  days  of  strike. 


1,970,033 

2.340.827 

18,470,663 

19.777.768 

20,440,696 

22,118,595 

1.948.099 

2,153,604 

22,388,795 

24,272,199 

5.337,575 

6.209.464 

33.274,350 

34,463,341 

38,611.925 

40,672,806 

2,190,829 

2,374,553 

40,802.754 

43,047,358 

36.9% 

37.7% 

55.5 

57.4 

52.9 

54.4 

88.9 

90.7 

54.9 

56.4 

273.581 

300.745 

13.764 

15,447 

287,345 

316,192 

14.148 

15,558 

524 

533 

14,672 

16,091 

6,012.980 

6.338,028 

321 ,453 

363,418 

6,334,433 

6.701.446 
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2.251.175 

2,571,796 

2.697,163 

2.358.844 

2,226.260 

2.004,020 

2,097.254 

1.977.939 

17.049,109 

16.027,290 

14.840.843 

1 2.861 .956 

11.754.907 

8.447.100 

8.127.627 

6.608.921 

19.300.284 

18.599,086 

17.538.006 

15,220,800 

13.981.167 

10.451.120 

10224,881 

8.586.860 

1.630.535 

1.424,055 

1.611.995 

1.684.414 

1.543.107 

876.332 

338.878 

288.289 

20.930.819 

20.023,141 

19.150.001 

16.905.214 

15.524.274 

1 1 ,327.452 

10.563.759 

8.875.149 

7.204.636 

7,683.275 

7.0O2.910 

6.1  70.666 

5.336.228 

4.362.208 

4.636.767 

4.133.895 

33,204.309 

31.734.034 

28.419.357 

24.485.488 

20.684.506 

15,471,076 

14.331.796 

11.225.338 

40.408,945 

39.417.309 

35  422.267 

30.656.154 

26.020.734 

19.833,284 

18.968.563 

15.359.233 

1 ,751  ,974 

1.562,169 
40,979.478 

1.762.241 
37.184,508 

1.785.111 
32.441.265 

1 ,650.320 
27,671.054 

979,709 
20,812,993 

380.699 

315.932 

42,160.919 

19.349.262 

15.675.165 

31.2% 

33.5% 

38.5% 

38.2% 

41.7% 

45.9% 

45.2% 

47.8% 

51.3 

50.5 

52.2 

52.5 

56.8 

54.6 

56.7 

58.9 

47.8 

47.2 

49.5 

49.7 

53.7 

527 

53.9 

55.9 

93.1 

91.2 

91.5 

94.4 

93.5 

89.4 

89.0 

91.3 

49.6 

48.9 

51.5 

52.1 

56.1 

54.4 

54.6 

56.6 

304.848 

319B41 

309.461 

274.201 

234.540 

178.021 

174.102 

143.558 

12.521 

9.945 
329,786 

12.958 
322.419 

14,059 
288,260 

1 1 .565 
246.105 

7,668 

2.741 
176.843 

2.200 

317,369 

185.689 

145.758 

14.034 

390 

14.424 

13352 

312 

14.164 

6.204.530 

227.971 

6.432,501 

14,821 

308 

15,129 

5,543.347 

327.059 

5.870.406 

13.557 

331 

13,888 

12,650 

283 

12,933 

4,068,264 

274.248 

4.342,512 

9,744 

198 

9,942 

3,049,115 

186,323 

3,235,438 

9.574 

112 

9,686 

8.125 

101 

8.226 

6.302.974 

301.271 

6.604.245 

4,845,898 

364,260 

5,210,158 

2.939.860 

55.604 

2.995.464 

2.376,744 

41.523 

2.418.267 
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Trans  Worid  Airlines^  Inc. 

Airline  Operating  Statistics  -  System  Operations  1973-1964  (Continued) 


RawMiM  Ton  Mtai  Flown  (000) 

Passenger 

Cargo 

Mail     

Express     

Freight      

Total       

Excess  Baggage  ^     

Scheduled  Service  -  Total      

Charier 

Total  All  Services      

Payload  Factor     

BrMk«v«i  Piyload  Factor  (Incl.  Charter)       

P»«angtr  R«vanut  Par  RPM 

First  Class       

Coach/Economy      

Average       

Cargo  Rnonu*  Pw  RTM 

Mail       

Express 

Freight     

Average       

Oporating  Rev«nu«  Par  RTM  (Ind.  Charter)     

Totit  Expanaa  Par  ATM  (Incl.  Charter)       

Ravanua  Aircraft  At  Yaor  End 

Jet     

Piston       

Aircraft  Utilization 

Revenue  Block  Hours  {Ind.  Charter) 

Nonrevenue  Block  Hours 

Aircraft  Days 

Average  Revenue  Hours  Utilized  Per  Day       

Average  Total  Hours  Utilized  Per  Day      

Jet  Aircraft      

Piston  Aircraft       

FiMlOatt 

Gallons  Consumed  (000)  *     

Average  Price  Per  Gallon     

^1973  includes  45  days  of  strike. 
1966  Includes  43  days  of  strike. 

Baggage  included  In  Revenue  Passenger  Ton  Miles  beginning  In  1970. 
Excludes  charter  operations. 
As  reported  to  CAB. 


1973* 

1972 

2.044.070 

2.211360 

160,852 

175599 

11.136 

11.736 

476.884 

490.431 

647.871 

678.066 

2.691541 

2.889.926 

226.215 

255.607 

2518.156 

3.145.533 

44.8% 

45.6% 

45.0% 

45.5% 

23.9< 

22.  W 

33,0 

30.7 

20.7 

20.0 

21.7 

20.7 

693.645 

757.733 

15510 

15.724 

78.522 

87.896 

8:50 

8:37 

9:02 

8:48 

9:02 

8:48 

1.306.476 
12.7< 


1,416.665 
11. 2< 
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1971 

1970 

1968 

1968 

1967 

1966" 

1965 

1964 

1,930.026 

1,859,908 

1 ,694,439 

1.467.563 

1.347.698 

1.007.421 

986,395 

827.432 

176.604 

169,580 

160,020 

141.518 

105.163 

72.066 

65,784 

57.782 

10.320 

13B97 

15,574 

15.806 

15.821 

14.171 

13,684 

12.116 

427.635 

436,118 
619,595 

416,884 
592,478 

6,366 

2,293.283 

358.445 
515.769 

6.350 

1.989,682 

307.464 
428.448 

5.264 

1.781.410 

242.187 
328.424 

4.536 

1.340.381 

232,098 
31  1,566 

4,917 

1 ,302,878 

164.186 

614.559 

234.084 

4.640 

2.544,585 

2,479,503 

1.066.156 

215.298 

156,138 

216,262 

241 ,065 

185,571 

116.169 

37,465 

29.194 

2.759,883 

2,635.641 

2,509,545 

2.230,747 

1,966,981 

1 .456.550 

1 ,340.343 

1.095.350 

40.4% 

40.0% 

41.4% 

41,1% 

43.8% 

44.0% 

44.3% 

44.9% 

42.0% 

44.5% 

42.4% 

42.4% 

43.2% 

41.6% 

39.2% 

39.8% 

21.8< 

20.6«! 

22.2i 

21 .7< 

2BM 

33.2< 

34.3<( 

39.0< 

30.3 

30.7 

30.1 

31.7 

30.3 

33.8 

33.8 

35.5 

19.5 

19.1 

17.9 

17.4 

17.6 

17.9 

18.3 

19.5 

20.4 

.19.8 

19.4 

19.0 

20.7 

21.9 

22.4 

25.1 

45.4< 

43.9< 

43.8< 

42.5(( 

44.5i 

46.8< 

50. 2d 

52.5< 

19.U 

19.6< 

18.6< 

18.a< 

t9.2i 

19.5< 

19.7< 

20.9< 

756.152 

802.140 

794.347 

705.650 

599.497 

467.572 

455,699 

393,969 

15.628 

26582 

22.842 

22.469 

27.082 

28,422 

20,245 

16,891 

88.665 

86.734 

79.975 

68.800 

59.878 

53,100 

56,755 

56,520 

8 

32 

9:15 

9 

56 

10:15 

10:01 

8:49 

8:02 

6:58 

8 

42 

9.33 

10 

14 

10: 3C 

10:28 

9:20 

8:23 

7:16 

8 

44 

9:36 

10 

16 

10:38 

10:39 

10:39 

10:05 

9:44 

0 

54 

0:58 

0 

38 

0:57 

3:15 

4:20 

4:28 

4:04 

1.385.504 

1.429.164 

1.374.292 

1.233.290 

1.082.479 

827,535 

769,320 

637.812 

10 

6< 

10.2(i 

10 

\i 

10. 2< 

9.6i 

9,6< 

9,B< 

9.9< 
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Trans  Wortd  Airlino,  Inc. 

Airline  Financial  Results  —  Domestic  Operations  1973-1964 

(Amounts  in  Thousands) 


1973* 


Passenger 

Finn  class    

Coacti/economy 

Total       

Cargo 

Mall 

Express     

Freight      

Total       

Charter 

Military     

Commercial     

Total       

Other 

Total       

Oparating  Expvnsas: 

Employment  costs 
Salaries  and  wages       .... 
Employee  benefits      .... 

Total        

Aircraft  fuer 

Depreciation  and  amortization 

Mutual  aid  —  net 

Other 

Total       

Othar  Char^B  <Cndits>: 

Interest  —  net       

Other  -  net       

Total       

Income  Before  Income  Tams 


SI  21. 454 

$139,401 

658374 

684.228 

780,428 

823B29 

19j63e 

19X»4 

3.679 

3£01 

56.027 

54238 

79.342 

76333 

6.785 

2,108 

6.785 

2,108 

21.171 

15,757 

887.726 

918,427 

342390 

327515 

60.2X 

52,003 

403.120 

379518 

106  J56 

'04354 

75.447 

70,713 

147.1221 

2386 

307.440 

303,974 

845.241 

860345 

20361 

19,290 

92 

2,156 

21X)53 

21,446 

1973  includes  45  days  of  strike. 
^1966  Includes  43  d«ys  of  strike. 
Fuel  costs  as  reported  to  CAB.  Does  not  I 
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$133,158 

$144,016 

$162,025 

$130,155 

$125,443 

$117,419 

$125,896 

$120,888 

609.787 

546.630 

526.576 

461.689 

428.079 

314.047 

305.502 

257,461 

742.945 

690.646 

678.601 

591.844 

553.522 

431 .466 

431.398 

378,349 

1  7.896 

17.115 

19.405 

17.533 

14.886 

1  1 .586 

10.149 

9,037 

3.127 

4.262 

4.680 

5.013 

4.796 

4.792 

4.630 

4,307 

45.415 

49.240 

44.664 

39.044 

34.921 

28.477 

26.236 

20.446 

66.438 

70.617 

68.749 

61.590 

54.603 

44.855 

41.015 

33,790 

12 

29 

37 

54 

240 

1.399 

990 

369 

1.832 

550 
579 

972 
1.009 

1.035 
1.089 

523 
763 

230 
1.629 

941 

1.931 

980 

1.844 

1,349 

15.440 

14.760 

12.362 

12.939 

9.643 

7.966 

5,972 

6.119 

826.667 

776.602 

760.721 

667.462 

618.531 

485,916 

480,316 

419.607 

325.024 

342.516 

313.056 

273,223 

243.391 

187,349 

173,234 

147.683 

43.661 

50.145 

32,442 

28,371 

22.646 

14.872 

14,105 

9.016 

368.685 

392.661 

345,498 

301,594 

266.037 

202.221 

187,339 

156.699 

103.748 

105,997 

104,179 

89,060 

77.035 

59.834 

58,110 

49.508 

84.200 

78,750 

73,168 

63.176 

68.528 

54.951 

46,626 

38.903 

834 

3,860 

8,283 

- 

- 

(14.341) 

- 

- 

275.077 

278,810 

245,668 

218.856 

188.354 

148.129 

139.176 

124.450 

832.544 

860,078 

776,786 

672.686 

599,954 

450.794 

431.251 

369.560 

19.601 

16,837 

15,149 

15.225 

1 5,463 

15.074 

14.382 

15.176 

(7.2661 

(2,996) 

( 1 ,389) 

(8301 

(7,685) 

(3.989) 

(4.275) 

(2.269) 

12.335 

13.841 

13,760 

14.395 

7,778 

1  1 ,085 

10.107 

12,907 

$(18.2121 

$(97.3171 

$^^29j25l 

$(19,619) 

$    10,799 

$   24.037 

$  38,958 

$   37,140 
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Tram  Worid  Aiilina,  Inc. 

Airline  Operating  Statistics  -  Domestic  Operations  1973-1964 


RmaniM  PaunoM  Miln  Flown  (0001 

First  Class      

CoachyEconomy     

Sdieduled  Service  -  Total      

Charter .-   *   •   • 

Total        

Awilibll  Swt  Mia  Flown  (000) 

First  Class      

Coach/Economv      

Srfwdulad  Service  -  Total     

Charter 

Total       

Panengar  Lo*d  Factor 

First  Class      

Coach/Economv     

Scheduled  Service  -  Average 

Charter     

Average  -  All  Services     

OonMtk  MvkM  Shwa  (RPM)  ' 

TWA  as  a  percent  of  Dortiestic  Trunk  Carners 

TWA  as  a  percent  of  "Big  3"  Carriers  "   .  .  .  . 

RawniM  Ptan*  MlM  Fkmn  (0001 

Scheduled  Service      

Charter 

Total       

Percent  of  Scheduled  Miles  Completed    .  .  .  . 

RnaniM  PMnngar  EnplaMmanii  (000) 

Scheduled  Service      

Charter 

Total       

Awitabl*  Ton  MIn  Flown  (000) 

Scheduled  Service      

Charter 

Total       


1973* 

1,464,924 

10.992,186 

12,457,110 

235.937 


3,880,910 

20,616,308 

24,497,218 

279,497 


201,691 
1.568 


1972 

1,734,934 

11,845,934 

13,580368 

62.457 


12,693,047  13.643.325 


4,612.625 
21.393,282 
26.006,907 
83.988 
26,CB9395 


37.7% 

37.6% 

53.3 

55.4 

50.9 

52.2 

84.4 

74.4 

51.2% 

523% 

10.8% 

1Z6% 

21.6% 

24.3% 

222.618 
503 


11,900 

13.053 

3.726.256 

34.261 

3.760517 

4.007.499 

1i;323 

4.018322 

'jsya  includes  45  diys  of  slrlk*. 
1966  Includas  43  <tays  of  strike. 
"^Excludes  chart*  operations. 
°B«wd  on  50  U.  S.  States  tMglnnIng  (n  1970. 
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1,736^4 

2.003.301 

2.192,096 

1 .980.340 

1 ,900,738 

1 .755.332 

1B48320 

1.791.428 

10.778.305 

10,392,593 
12,395.894 

10,437,989 
12,630,085 

9.490,859 

8,671,311 
10.572.049 

6.155520 
7.911.252 

5,742,451 
7.591,271 

4.739.077 

12.514,599 

1  1,471,199 

6530505 

54.306 

14,400 

33,430 

32,800 

20,389 

28.123 

37,432 

31.600 

12,568504 

12,41034 

12,663,515 

11,503,999 

10,592,438 

7.939.375 

7,628,703 

6.562.105 

5.534,534 

5,960,885 

5,697,493 

5.180.385 

4.415.818 

3.703.796 

4,033,355 

3.690.803 

21,160.210 

21,187,631 

20,374,413 

18.006.900 

14,883532 

11.074.757 

10,100,592 

7.890.457 

26.694,744 

27,148,516 

26,071,906 

23.187.285 

19,299,750 

14.778.552 

14,133,947 

11.581.260 

65,730 

18,535 

43,960 

45.477 

29.114 

54.571 

66.338 

46.809 

26,760,474 

27,167,051 

26,115.866 

23.232.762 

19.328364 

14,833.123 

14.199.285 

1 1 .628.069 

31.4% 

33.6% 

38.5% 

38.2% 

43.0% 

47.4% 

46.8% 

48.5% 

50.9 

49.1 

51.2 

52.7 

58.3 

65.6 

66.9 

60,1 

46,9 

45.7 

48.4 

49.5 

54.8 

53.5 

53.7 

56.4 

82.6 

77.7 

76.0 

72.1 

70.0 

51.5 

57.3 

67.5 

47.0% 

45.7% 

48.5% 

49.5% 

54.8% 

53.5% 

53.7% 

56.4% 

12,8% 

12.9% 

14.2% 

14.1% 

14.9% 

13.9% 

15.5% 

15.7* 

24.6% 

23.7% 

25.6% 

25.2% 

26.4% 

25.2% 

27.6% 

27.8% 

227,842 

237.018 

237301 

215.983 

182.825 

139.126 

136.645 

114.182 

472 

163 

294 

393 

204 

455 

670 

511 

228.314 

237.1811 

238.095 

216,376 

183.029 

139.581 

137.315 

114.693 

11.984 

11.953 

13.307 

12.429 

11,602 

8537 

8.714 

7,443 

4.137.830 

4.257.666 

4.045.404 

3.624.087 

3,014,662 

2263,649 

2.156.985 

1 ,755.888 

9,502 

3.360 
4.261.026 

6.365 
4.051.769 

6.839 
3.630.926 

4,138 
3,018300 

7,880 

8.513 
2.166,498 

5313 

4,147.332 

2.261.529 

1 .761 .701 
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Tr*m  WoiM  Airttna.  Inc. 

Airline  Operating  Statistics  -  Domestic  Operations  1973-1964  (Continued) 


Rmnu*  Ton  Mix  Flown  10001 

Passenger 

Cargo 

Mail 

Express     

Freight      

Total       

Excess  Baggage^ 

Scheduled  Service  -  Total     

Charter 

Total  All  Ser/ices      

Payload  Factor 

Braakavan  Payload  Factor  Unci.  Charter) 

Paanngar  Ravanua  Par  RPM 

First  Class      

Coach/Economy      

Average      

Cargo  Rawnua  Par  RTm" 

Mail       

Express 

Freight    

Average      

Operating  Ravanua  Par  RTM  (lr<d.  Charter) 

Total  Expanaa  Par  ATM  (Incl.  Charter)       .  . 

Aircraft  Utilization 

Revenue  Block  Hours  (Incl.  Charter)    ... 

Nonrevenue  Block  Hours 

Aircraft  Days 

Average  Revenue  Hours  Utilized  Per  Day 
Average  Toal  Hours  Utilized  Per  Day     .  . 

Jet  Aircraft     

Piston  Aircraft       

FualDa* 

Gallons  Consunnod  (000)" 

Average  Price  per  Gallon     


ws* 

1972 

1.245,711 

1.358,087 

74,471 

88,486 

11,135 

11,738 

259,160 

261,616 

344.766 

361338 

1,590,477 

1,719525 

23,658 

6.375 

11,614,135 

1,726,300 

42.7% 

4Z9% 

42.0% 

41.3% 

26.44 

21.6* 

33.0 

30.7 

21.6 

2a7 

23.0 

21.3 

55.0* 

S3.U 

23.  W 

22.0i 

513,309 

558  £24 

11,438 

10,331 

61,212 

68,566 

8:23 

809 

8:34 

8:18 

8:34 

8:18 

853,400 
12.54 


926.434 
11.34 


*1973  Includes  45  days  of  strike. 
1966  Includes  43  days  of  strlka. 
^aggage  included  in  Revenue  Passenger  Ton  Miles  beginning  In  1970. 
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1*71 

1970 

1989 

196B 

1967 

U51.4S9 

1.239.590 

1,199358 

1.089,764 

1,004345 

86^1 

88,081 

87354 

82.689 

60,321 

I0;]20 

13B97 

15,574 

15,806 

15321 

226.595 

248,760 

239,791 

223.166 

198,704 

323.196 

350,738 

343,219 

321.661 

274346 

_ 

_ 

3,577 
1 ,546,654 

3,469 
1,414394 

2354 

1.574.655 

1590,328 

1,282.145 

5,532 

1.788 

3,306 

3,196 

1359 

1.580.187 

1,592,116 

1,549562 

1,418,090 

1,284,104 

38.1% 

37.4% 

38.2% 

39.0% 

425% 

3.9K 

4Z1% 

39.8% 

40.2% 

41.8% 

issb" 

19S6 

19«4 

751,569 

721,171 

620398 

37951 

32,503 

27357 

14,171 

13,684 

12.116 

158.260 

146356 

112301 

210372 

193.043 

152,474 

2306 

2.713 

3.628 

964,247 

916.927 

776.500 

2,678 

3.556 

3.003 

966325 

920,483 

779303 

42.8% 

42.6% 

44.2% 

40.6% 

39.1% 

40.3% 

20.7i 

19.4^ 

22.K 

21.2< 

24.7< 

M.5< 

31 .2< 

32JB* 

3a3 

30.7 

M.l 

31.7 

30.3 

33.8 

33.8 

35.5 

20.0 

193 

18.6 

17.5 

17.6 

18.0 

17.9 

18.1 

20.6 

20.1 

20.0 

19.1 

19.9 

21.3 

21.2 

22.2 

5Z3< 

48.8^ 

49.U 

47.1  < 

48.2< 

50.3< 

52.2< 

53.84 

20M 

20.5< 

19.5^ 

18.9^ 

20.  W 

20M 

20M 

21. 7< 

565.463 

601.132 

610327 

549354 

464251 

367389 

369349 

325.471 

10.788 

24316 

21,551 

21.217 

25358 

21.499 

16312 

13,711 

69.555 

69.140 

64,644 

55393 

48,653 

43371 

48315 

49.214 

8:08 

8:42 

9:27 

9:50 

9:33 

8 

27 

7:39 

6:37 

8:17 

9:03 

9:48 

10:13 

10:04 

8 

56 

7:59 

6:54 

8:17 

9:03 

9:47 

10:13 

10:12 

10 

20 

9:44 

9:27 

- 

- 

- 

4:12 

3:55 

4 

27 

4:33 

4:06 

933337 

1.007323 

1.004.884 

915,116 

794380 

615355 

585322 

488,735 

11. 1< 

10.5< 

WM 

9.7< 

9.7< 

9 

7< 

9.9< 

8.K 
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Trans  World  Airlines,  Inc. 
Airline  Financial  Results 
(Amounts  in  Thousands) 


International  Operations  1973-1964 


Operating  Ravmua: 

Passenger 
First  class     

1872 

$  52588 

Economy 

Total       .. 

Cargo                                                                    ,-  .  ..           j 
Mail     .... 

Express     

Freight      ^{_-^ 

Total       

■    •   ■                         42,490 

43,636 

Charter 
Military     

Commercial 

Total       

Other 

Total       

Opatsting  E«p«iii«i: 

Employment  costs 
Salaries  and  wages      

Employee  benefits      .   .  . 

Total       .... 

: 

Aircraft  fuel*^ 

Depreciation  and  amortization 

60,097 

34,234 

Mutual  aid  -  net     .   . 

Other 

Total       

Othn  Chargn  (Cradiul: 

Interest  -  net      

Other  -  net       

931 

Total       

$     6,498 

Fuel  cons  as  reported  to  CAB.  Does  not  Include  oil  or  demlnerallzed  water. 
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$  43,836 

$   48,160 

$   46.861 

$   33,490 

$   29.435 

$   23,016 

$   22,976 

$    17,548 

274,819 

242,577 

200,247 

163,576 

152.299 

116,862 

127,968 

318,655 

290,737 

247,108 

197,066 

181,734 

139,878 

1  50,944 

120.337 

8.479  6,874  5,722  7.036 

1194)  13.679)  11.193)  1,437 


23  724  17,658  25,570  33,432  30,207  19,512  7.021  5,898 

17^104  12,476  11,330  6,958  4,821  4,074  975  979 


$     9376      S    (3,599)     $  36.622      $  26.973 


426.761         380.775         337.719        280.782         257.008         195.716        192.471 


129  540  125.242  106,655  86.257  77.744  58.222  47.862  40.221 

31410  28  398  14.106  12.596  11,508  6,866  6,747      4,547 

"160550  153,640  120.761  98.853  89,252  65,088  54,609  44,768 

42  575  39  937  34,389  36,456  27,288  19,604  17,369  13,791 

33037  26  550  20.434  17.495  20.406  17.080  12.220  9.827 

375  2.044  368  -  -  (3«21)  976  29 

171663  159  008  120,616  92,532  83,695  66.370  59.860  52,679 

408  600  381.179  296.568  245.336  220.641  164.521  145.034  121.094 


5.824             6,213 

3,347 

3,471 

(93)           (2.243) 

(601) 

(2,111) 

5.731             3570 

2,746 

1,360 

$  30,636      $  27,225 

$  44,691 

$  32337 
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Trans  World  Airlines,  Inc. 

Airline  Operating  Statistics  -  International  Operations  1973-1964 


R«venu<  Passwigar  Miln  Flown  (0001 

First  Class      

Economy 

Scheduled  Service  -  Total     

Charter 

Total       

AnilableSMt  Mil«s  Flown  (0001 

First  Class      

Economy 

Scheduled  Service— Total     

Charter 

Total       

Panangar  Load  Factor 

First  Class      

Economy 

Scheduled  Service  —  Average 

Charter 

Average  -  All  Services     

Transatlantic  Markat  Shara  (Pigrs.1 

TWA  as  a  percent  of  lATA     

TWA  as  a  percent  of  U.  S.  Flag 

Ravanua  Plana  Mlas  Flown  10001 

Scheduled  Service      

Charter 

Total       

Percent  of  Scheduled  Miles  Completed 

Ravanua  Pasangar  Enplanamanta  (0001 

Scheduled  Service      

Charter [ 

Total       '...'. 

Availabia  Ton  Miles  Flown  (000) 

Scheduled  Service 

Charter 

Total       

1^1973  Includes  45  days  of  strike. 
1966  Includes  43  days  of  strike. 


505.109 

605.893 

7,478.477 

7.931.834 

7.983.586 

8,537.727 

1,712.162 

2.091,147 

9.695.748 

10,628.874 

1.456.665 

1 .596.839 

12.658.042 

13.070.069 

14.114,707 

14.666.898 

1.911.332 

2,290,565 

16,026.039 

16,957.463 

34.7% 

37  9% 

59  1 

607 

56  6 

582 

896 

91.3 

60,5% 

62.7% 

19.6% 

21  8% 

47  3% 

50.7% 

71.890 

78.127 

12.196 

14.944 

84.086 

93.071 

97.6% 

98.2% 

2.359 

2.550 

413 

488 

2.772 

3.038 

2.286.724 

2.330.529 

287.192 

352,095 

2,573.916 

2.682.624 
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514.881 

568.495 

506,067 

378.604 

326,522 

248,688 

248,434 

186.611 

6,270,804 

5.634.697 

4,402,864 

3.371,097 

3.083.596 

2,291,180 

2,385,1  76 

1,869,844 

6,785,685 

6.203.192 

4,907,921 

3,749,601 

3.409,118 

2.539.868 

2,633,610 

2,056,365 

1 ,676.230 

1 ,409.655 

1,578,566 

1,651,614 

1.622.718 

848.209 

301 ,446 

256,689 

8,361,915 

7,612.847 

6.486,486 

5,401,215 

4.931.836 

3.388.077 

2,936,066 

2,313.044 

1,670,102 

1 .722.390 

1,305,417 

990,281 

920.410 

658.413 

603,412 

443,092 

12,044,099 

10,546,403 

8,044,944 

6,478,588 

5,800.574 

4.396,319 

4,231,204 

3,334.881 

13.714.201 

12.268.793 

9,350.361 

7,468,869 

6,720,984 

5,054,732 

4,834.616 

3.777,973 

1,686,244 

1 ,543,634 

1,718,281 

1,739,634 

1.621,206 

925,138 

315,361 

269,123 

15.400.445 

13312,427 

1 1 .068,642 

9,208,503 

8.342,190 

5,979,870 

5.149.977 

4,047,096 

30.8% 

33.0% 

38.7% 

38.2% 

364% 

37.8% 

41.2% 

42.1% 

52.1 

53.4 

54.7 

52.0 

53.2 

52.1 

56.4 

56.1 

49.5 

50.6 

52.5 

50.2 

50.7 

50.2 

54.6 

54.4 

93.5 

91.3 

91.9 

94.9 

93.9 

91.7 

956 

95.4 

54.3% 

55.1% 

58.6% 

58.7% 

591% 

567% 

57.0% 

57  2% 

21.9% 

21.3% 

21.6% 

19.7% 

19.3% 

16,7% 

19.7% 

17  6% 

49  2% 

47.7% 

50.5% 

46.2% 

46.1% 

40.8% 

46.5% 

42.0% 

77.006 

82.823 

71,660 

68.218 

51,715 

38,895 

37.457 

29,376 

12,049 

9.782 
92,605 
98.1% 

12,664 
84,324 
98.3% 

13,666 
71,884 

11,361 
63,076 
99.0% 

7,213 
46,108 
99  6% 

2.071 
39.528 
99.5% 

1,689 

89,055 

31,066 

97.5% 

98.6% 

99.0% 

2.086 

1,911 

1,532 

1.161 

1.063 

839 

893 

713 

354 

300 

290 

298 

268 

166 

79 

70 

2,440 

2,211 

1,822 

1,459 

1,331 

1.006 

972 

783 

2,165,144 

1 ,946,864 

1,497.943 

1,221,811 

1 ,053,602 

795.466 

782.875 

620,856 

291 ,769 

224,611 

320.694 

357,421 

270,110 

178.443 

47.091 

35,710 

2,466,913 

2,171,475 

1818,637 

1  ,579,232 

1,323.712 

973509 

829,966 

656,566 
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Tram  World  Airlina,  Inc. 

Airline  Operating  Statistics  -  international  Operations  1973-1964  (Continued) 


R«Mnu«  Ton  MilM  Flown  (000) 

Passenger 

Cargo 

Mail 

Freight      

Total       

Excess  Baggage 

Schedu  led  Service  -  Total     

Charter 

Total  All  Services      

Payload  Faolar 

BrokHsi  Paylood  Fador  Unci.  Charter) 

First  Cla»      

Economy 

Average      

CifVB  Rmnm  hr  RIM 

Mail      

Frei^t     

Average      

Opw«tin9  RmniN  Par  RTM  (Ind.  Charter) 

Tolal  Ei^WM  Rh  ATM  Unci.  Charter) 

Aircraft  UtHatton 

Revenue  Block  Hours  (Ind.  Charter)    .  .  .  . 

Nonrevenue  Block  Hours 

Aircraft  Days 

Average  Revenue  Hours  Utilized  Per  Day 
Average  Total  Hours  Utilijed  Per  Day     .  .  . 

Jet  AirciBft     

Piston  Aircraft       

Gallons  CorBumod  (000)  '     , 

Awage  Price  Per  Gallon     

*1973  Includes  45  days  of  strike. 
1966  Includes  43  days  of  sirlfc*. 
'as  reported  to  CAa 


798,359 

853,773 

86,381 

87.413 

216.724 

228,815 

303.105 

316,228 

1,101,464 

1.170,001 

2(H,557 

249,232 

1,304.021 

1,419,233 

48.2% 

50.2% 

48.8% 

522% 

21. 7< 

22.7< 

19.6 

19.1 

20.2 

20.1 

371i 

35.2< 

18.4< 

18.4< 

180,336 

199,109 

4,472 

5,393 

17,310 

19,330 

1026 

10:18 

10:41 

10:35 

10:41 

10:35 

453,076 

13.3i 


490.231 
11. U 
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't 

1970 

isaa 

1968 

1967 

1966" 

1966 

1964 

678.5^7 

bo.318 

494.561 

377,799 

343.353 

255.852 

265.224 

207.034 

90.323 
201.040 
291.363 

1 

i8 1,499 
1'87,358 
268.857 

72.166 
177,093 
249.259 

58.829 
135.279 
194.108 

44.842 
108.760 
153.602 

34.115 
83537 
118,052 

33.281 
85,242 
118.523 

30.225 
51,385 
81,610 

_ 

_ 

2,789 

746,629 
212,954 
959,583 

2.881 

574.788 
237369 
812.657 

2,310 

499.265 
183.612 
682377 

2,230 

376,1  34 
113,491 
489,625 

2.204 

385.951 
33.909 
419360 

1.012 

989.930 
209.766 

1,179,696 

889,175 

154,350 

1,043.525 

289.656 
26.191 
315.847 

44.8% 

45.7% 

49.8% 

47.0% 

47.4% 

47.3% 

49.3% 

46.7% 

4e.aK 

48.6% 

47.1% 

46.2% 

45.4% 

43.3% 

38.9% 

37.9% 

T2ai 

21. 9< 

72M 

2i.3^ 

33.4^ 

36.2i 

37.4< 

44.6< 

18.9 

18.2 

16.8 

17L2 

17.5 

17.6 

19.1 

22.5 

20.2 

19.3 

18.4 

'Y 

22.2 

23.0 

24.2 

30.7 

X2t 

36.5^ 

35.2< 

34.8< 

riM 

40.0< 

45.8^ 

49.2< 

MM 

M.li 

16.6< 

leW 

MM 

17.3^ 

MM 

18.7< 

190.689 

201.008 

183,520 

155.796 

135.246 

99.683 

86.150 

68.498 

4.840 

2.366 

1,291 

1,252 

1524 

6523 

3533 

3.180 

19.110 

17.594 

15.331 

12507 

11.225 

9,529 

8,440 

7,306 

9:59 

11:25 

11:58 

12:04 

12:03 

10:28 

10 

12 

9:23 

10:14 

11:34 

12:03 

12:10 

12:11 

11:11 

10 

40 

9:49 

10:25 

11:47 

12:20 

12:30 

12:33 

11:53 

11 

34 

10:52 

0:54 

0:58 

0:38 

0:52 

1:19 

2:44 

2 

55 

3:04 

461.667 

421.241 

369.406 

318.174 

287.599 

211580 

183,798 

149,077 

9M 

9.5i 

9.3<( 

11.5< 

9.U 

9.3< 

9.U 

9.3t 
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Tram  World  AirthMS,  Inc. 
TWA's  All-Jet  Fleet 


1972  1973 


_Addman«/(RMiniMna) 


Lockheed  1011       .  .  . 

Boeing  747 

Boeing  707  (Passenger) 
Boeing  707  (Cargo) 

Boeing  727 

ConvairSaO      

Oougiss  OC-9      .... 
Total       


Worldwide  Cities 

Unitad  SMat  (43  ettiae): 

Albuquerque,  Amarillo,  Atlanta, 
Baltimore,  Boston,  Chicago,  Cincinnati, 
Cleveland,  Columtxjs,  Dayton,  [Denver, 
Detroit,  Guam,  Hanisburg,  Hartford/ 
Springfield,  Honolulu.  Indiar^polis, 
Kansas  City,  Las  Vegas,  Los  Angeles/ 
Ontario,  Louisville,  Miami/Fort  Lauderdale, 
Nashville,  Newark,  New  York,  Oakland, 
Oklahoma  City,  Philadelphia,  Phoenix. 
Pittsburgh,  St.  Louis,  San  Francisco/ 
San  Jose,  Tampa/St.  Petersburg/ 
Clearwater,  Tucson,  Tulsa, 
Washington,  D.C.,  Wichita. 

Eurapa,  Africa.  Middle  Est  (14  citiail: 

Athens, Cairo,  Frankfurt,  Geneva,  Lisbon, 
London,  Madrid,  Milan,  Paris,  Rome, 
Santa  Maria  (Azores),  Shannon, 
Tel  Aviv,  Zurich. 

Far  Ea>t(Scitl«): 

Bangkok,  Bombay,  Hong  Kong, 
Okinawa,  Taipei. 

Naw  Ctiea  to  be  Samd  in  1974: 

Malaga,  Dublin. 
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Ghmwy  of  Twira 


AmOabk  Slat  Miks:  The  aggregate  of  th«  pfoduco  of  ttw  aircraft  miles  flown  on  aacti  Inter-airport  hop 
multiplied  by  the  number  of  seats  available  on  that  hop.  representing  the  total  passenger-carrying  capacity 
offered. 

Anallabk  Ton  MiUx:  The  aggregate  of  the  products  of  the  aircraft  miles  flown  on  each  Intar-airpon  hop 
multiplied  by  the  available  aircraft  capacity  (tons)  for  that  hop.  representing  tt>e  trafflocarrying  capacity 
offered. 

Block  Hours:  The  elapsed  time  (in  hours  and  minutes)  consumed  Iwtweon  the  removal  of  the  blocks  or  chocks 
about  the  wheels  of  an  aircraft  after  starting  the  engines  and  their  placement  when  the  aircraft  comas  to  rest 
after  a  flight 

Brtak-Even  Ptyload  Factor:  The  payload  factor  multiplied  by  the  ratio  of  expenses  to  revenues,  indicating  the 
percentage  of  available  revenue  capacity  that  must  be  sold  in  order  to  break  even  at  a  ghien  level  of  operations. 

OtBtet  Revenues:   Revenues  from  nonscheduled  air  transport  services  in  which  the  party  receiving  the 
transportation  obtains  exclusive  use  of  an  aircraft  and  the  remuneration  paid  by  such  party  acaues  directly  to, 
and  the  responsibility  for  providing  transportation  is  that  of  the  accounting  air  carrier. 

Coach lEamomy  Pastenger  kevenuei:   Revenues  from  the  air  transportation  of  passengers  at  fares  and  quality  of 
service  below  first-claas  service. 

Flrtt-dau  Paaenfer  Revenues:   Revenues  from  the  air  transportation  of  passengers  at  standard  fares,  premium 
fares,  or  at  reduced  fares  such  as  family  plan  and  fim-class  excursion  for  whom  standard  or  premium  quality 
sarvioes  are  provided. 


Frei^l  Reptnuei:   Revenues  from  the  transportation  by  air  of  property  other  ttwn  exprasa,  mall,  or  ( 
baggage.  These  revenues  are  predomirwntly  from  indlvldually-wayblllad  shipmantt  carried  in  scheduled  service. 

OperaUnt  Revetna:  ReverHjes  from  the  performance  of  air  transportation  and  related  Incidefrtal  services. 

Ptaenfer  Load  Factor:  The  percent  that  revenue  passenger  miles  are  of  available  seat  mites  in  revenue  passenger 
services,  representing  the  proportion  of  aircraft  seating  capacity  thai  is  actually  sold  end  utilized. 

Paaenger  Yield:  The  average  revenue  derived  per  revenue  passenger  mile  for  a  specif  led  class  of  service. 

Payload  Factor:    The  percent  that  revenue  ton  mllas  are  of  available  ton  miles  In  revenue  service,  representing 
the  proportion  of  the  eiraafts'  tonnage  capeclty  that  Is  actually  sold  and  utIIUad. 

Revenue  Passenger  BnplanemenU:  The  count  of  the  total  number  of  revenue  pasaengers  boarding  aircraft. 
Including  originating,  stopover,  and  transfer  passengen. 

Revenue  Passenger  MOe:  One  revenue  passenger  transported  one  mile  In  revenue  service.  Revenue  passenger 
mites  are  computed  by  summation  of  the  products  of  the  revenue  aircraft  miles  flown  on  eech  inter-airport  hop 
multiplied  by  the  number  of  revenue  passengers  carried  on  ttiat  hop. 

Revenue  PUrK  Miles  Flown:  The  total  aircraft  mites  flown  In  revenue  service. 

Revenue  Ton  ItOe:  One  ton  of  revenue  traffic  transported  one  mite. 

Scheduled  Aircraft  MOes  Computed:  The  aircraft  mites  performed  on  scheduted  flights,  computed  sotely 
between  those  scheduled  points  actually  served. 

Scheduled  Service:  Transport  service  operated  over  an  air  carrier's  certificated  routes,  beaed  on  published  flight 
schedules,  including  exwa  sections  and  related  nonrevenue  flighti. 
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Attachment  8 


IN  RESPONSE  TO  QUESTION  NUMBER  7 


TWA  files  with  the  Civil  Aeronautics  Board  statement  of  source  and 
application  of  funds  on  schedule  B-12  of  our  regular  CAB  Form  41  filing. 
The  schedules  are  provided  for  the  past  five  years  as  well  as  schedules 
filed  for  the  first  nine  months  of  1974.   TWA  load  factors  are  shown 
in  our  response  to  question  number  6. 

We  are  unable  to  provide  projected  cash  flows  for  the  next  five  years. 
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Air  Carrier     Trans   World 


Quarter  Ended     September    30.    1974 


STATEMENT  OP  SOURCE  AXD  APPUCATION  OF  FUNDS  vWCRSCNG  CAPITAL) 


Sources: 

Operations 

< 
Net  income  

Add  nonfund  charges: 

Depreciation  

Amortization  «  

Deferred  Federal  Income  Taxes 

Deferred  Investment  tax  credits 

Other  nonfund  Items  

Total  from  operations  

Retirement  of  property  and  equipment 
Investments  and  special  funds 
Long-term  debt  incurred 
Capital  stock  issued 
Other  sources 

Net  decrease  In  working  capital 
Total  sources  of  funds 


Applications: 
Acquisition  of  property  and  equipment         .   .   .   . 
Investments  and  special  funds  .   .   .   . 

Repayment  or  reacqulsition  of  long-term  debt  . 
Dividends  declared  (other  than  stock  dividends) 
Other  applications  .   .    .   . 

Net  increase  in  working  capital  .   .   .   . 

Total  applications  of  funds  .   .   .   . 


25,019,218 


738.293 


10,731,801 


60,141,501 


7,428,606 


11.130,691 


1,365,804 


664,885 


24,488,583 


105,220.070 


31,096,976 


3.946.736 


23,-280,693 


1,048,088 


5,364,000* 


1,589,351* 


45,847,577    (1) 


105,220,070 


Schedule  B-12 


*Denotes   inverse  amount. 

(1)      See  attached   supplement. 
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TRANS  WORLD  AIRLINES,  INC. 
Quarter  Ended  September  30,  19 7A 


II     Other  Applications 


Decrease  in  revolving  credit  notes  -  net  $40,000,000 

Other  deferred  charges  2,845,915 

Other  noncurrent  liabilities  2,382,075 

Other  deferred  credits  512,107 

Unamortized  discount  and  expense  on  debt  107,480 

$45,847,577 


CAB  Schedule  B-12  Supplement 
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Trans  World 


Quarter  Ended    June    30.    19T,il 


STATEMTNT  OF  SOURCE  AND  APPUCATION  Or  FUNDS  (WORKING  CAPITAL) 


Sources: 

Operations 

Net  income  .  .   .  . 

Add  nonfund  charges:         ^ 

Depreciation  .   .   .   . 

Amortization  .   .   .   . 

Deferred  Federal  Income  Taxes 
Deferred  Investment  tax  credits 
Other  nonfund  items  .   .  .  . 

Total  from  operations  .   .  .  . 

Retirement  of  property  and  equipment 

Investments  and  special  funds 

Long-term  debt  incurred 

Capital  stock  issued 

Other  sources 

Net  decrease  in  working  capital 
Total  sources  of  funds 


Applications: 

Acquisition  of  property  and  equipment         .   .   .  . 

Investments  and  special  funds                        .   .   .  . 

Repayment  or  reacquisition  of  long-term  debt  . 
Dividends  declared  (other  than  stock  dividends) 

Other  applications                                              .  .   .  . 

Net  increase  in  working  capital                      .   .   .  . 

Total  applications  of  funds                   .   .   .  . 


Schedule  B-I2 

•Denotes  inverse  amount. 

1/  See  attached  supplement. 

«  Revised  September  30,  1974 


21.^i76.909 


23,393,977 


729,810 


4,493.801 


43.712.248 


17,854,997 


44,050,593 


102,349 


1,326,273 


4,647,329 


111,693,789 


32.276,475 


1,726,749 


66.948.895   l/ 


10,741,670 


111,693.789 


CAB  Form  41 
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TRANS  WORLD  AIRLINES.  INC. 
Quarter  Ended  June  30.  1974 


1^/  Other  Applications 


Decrease  in  revolving  credit  notes  -  net              $60,000,000 

Other  deferred  charges  3.968,627 

Long-term  prepayments  2,672,683 

Developmental  and  preoperatlng  costs  306.650 

Advance  from  nontransport  divisions  935 


$66,948.895 


IpAB   Schedule   B-12   Supplement 
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Page    1    of    2 


Air  Carrier        Trans   World 


Quarter  Ended   March    31.    1974 


STATEMENT  OF  SOURCE  AND  APPLICATION  OF  FUNDS  (WORKING  CAPITAL) 


Sources: 

Operations 

I 
Net  income  .    .    .    . 

Add  nonfund  charges: 

Depreciation  .   .   .   . 

Amortization  *         .   .   .   . 

Deferred  Federal  Income  Taxes 

Deferred  investment  tax  credits 

Other  nonfund  items  .    .    .    . 

Total  from  operations  .    .    .    . 


Retirement  of  property  and  equipment 
Investments  and  special  funds 
Long-term  debt  incurred 
Capital  stock  issued 
Other  sources 

Net  decrease  in  working  capital 
Total  sources  of  funds 


Applications: 
Acquisition  of  property  and  equipment  .    .    .    . 

Investments  and  special  funds  .    .    .    . 

Repayment  or  reacquisition  of  long-term  debt 
Dividends  declared  (other  than  stock  dividends) 
Other  applications  ,   .    .    . 

Net  increase  in  working  capital  .    .    .    . 

Total  applications  of  funds  .   .   .    . 


47,258,017.78* 


25,886,388. 59 


31,860,000.00* 


15,930,000.00 


782,859.40* 


37, 366,183.59* 


1,576.325.86 
19,659,577.65 


12,768,442.79 


1.934,820.69 


52.975, 345. 25i 


35,202,254.30 


86,750,582.95 


84,307,179.75 


1,264.211.33 


524,048.00     jg 


36,750,582.95 


Schedule  B-12 

*Denotes    inverse  amount. 

l/5ee   attached    Supplement. 


CAR  Form  41 
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Page  2  of  2 


TRANS  WORLD  AIRLINES,  INC. 
Quarter  Ended  March  31,  1974 


1)   Other  Sources: 


Increase  in  revolving  credit  notes  -  net  $50,000,000.00 

Long-term  prepayments  1,466,A94.82 

Other  deferred  credits  1,220,506.06 

Other  deferred  charges  243,748.71 

Unamortized  discount  and  expense  on  debt  ^43,832.60 

Advances  from  nontransport  divisions  763.06 

$52.975,345.25 


CAB  Schedule  B-12  Supplement 
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Attachment    9 


IN  RESPONSE   TO  QUESTION   NUMBER  8 


The   attached   document    lists   TWA's   aircraft   purchases   and    leases   and 
other   financial   data   concerning   these   aircraft  which  was    requested. 

[The  attached  copies  of  schedule  B-7  of  TWA's  Pom  4l  submissions 
to  the  CAB  are  omitted.] 


Attachment     10 


IN  RESPONSE   TO  QUESTION  NUMBER  9 


The   attached   describes   TWA's   existing   outstanding   contracts    for   the 
purchase   of   airplanes.      TWA   has  no  present   plans    for   other  purchases 
of  aircraft  not  now  covered   by   the   existing  contracts. 
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Attachment  11 


IN  RESPONSE  TO  QUESTION  NUMBER  10 


The  salaries,  bonuses  and  any  other  compensation  paid  to  TWA's  ten 
highest  paid  executives  for  the  past  five  years  are  included  in  the 
following  pages.   TWA  regularly  files  this  information  with  the  Civil 
Aeronautics  Board  in  CAB  Form  41,  schedule  G-42,   These  reports  show 
compensation  of  general  officers  and  directors  receiving  $50,000  or  more 
annually.   These  reports  have  been  published  in  Aviation  Daily,  copies 
of  which  for  the  last  five  years  are  enclosed  in  response  to  your 
inquiry. 
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•T^ 


May  15.  1974 


Page  88 


042  REPORTS 

Aiifines  have  tiled  with  CAB  «*«dul«  G-42  reports  b  pin  o»  •br  •nnuri 
form  41  Hing.  These  reports  show  1973  cawxrisatjoo  of  gertend  offi^m  »■] 
airman  recenring  $50,000  or  nm  mnatH  for  tmnks  or  $35,000  or  inn  k* 

°*"™""  UWITED  AIR  LINES.  INC. 

OfHCtRS:    WE.  Altem,  VP-Systeim  Operation  Services.  tH^BO;  WU. 
Asfibv,  VP-FU^t  Oper«iontEan«m  Diwision,  *79,600:  R.E.  Bruno.  Director  a 
Senior  VP-finance.  S73.760;  E  E.  Carlson,  Presidem  &  Chief  Eiecutrre  Officer. 
$168,750;  J.B.  Cotlle.  VPf  Otfrt  OperationtWestcin  Dhrision.  $79.50Dt  A,M.  dl 
VoursKV,  Director  &  Senior  V?-Corporation  Planning,  $83,760;  R  F.  Oor»y. 
VP-MatningOrtral  DWisum,  $57,000.  W.E.  Dunlcle,  Senior  VP-Fli^  Oper>. 
tions.  $8«.500:  E.G.  Fenn«U.  Secretary  of  Corporation.  $69J75;  R.T.  Glasoa 
Jr..  VP-SrsJem  IHaintenance  Servteu.  $60,000;  JJ.  Hartigan.  Senior  VP-General 
Manap-Wentm  Division.  $60,000;  GJ.  Kidera.  M.D..  VP  Medical  Senrices. 
$84,250:  C.F.  Luther,  VP^SyOHlB  Penonna.  $76,750;  R.L.  Mangold.  Director  ft 
Exeonivo  VP-*larketing.  $78,750;  H.G.  Mayes  Jr..  VP-Flight  Technkal  Servicer, 
$79500;  C.F    McErlcan.  Oiraaor.  Executive  VP  &  Chief  Operations  Officer. 
$122,500:  D.C.  Meenan.  VP-Fadlities  &  Property.  $51,500;  H.J.  Uoinno.  Senior 
VP  &  General  Manager-Central  Division.  $60,000;  M.D.  Moore.  Senior  VP 
Extern^  Affain.  $58,750;  R.H.  Robertson,  VP  &  Treasurer.  $50,750;  AJ. 
Schoept  VP-MaricetingEastmi  DiviMn,  $51,875;  JO.  Smith,  VPFIi^  Safety- 
Industry  Affairs,  $81,375;  LL  Treece,  VP-flign  Operalion^Centnl  Onision, 
$79,500:  M.  Whidock,  Director  &  Senior  VPMaintenance  Operatjom,  $83,750: 
PA.  Wfood,  Senior  VP  &  General  Managir-Eastan  Division,  $68,750. 

TOTAL  -  $1,858^76 

DIRECTORS:*  Curtis  Ba/ites:  Ri*an)  P.  Cooley:  Gardner  Coupes  Justin 
Dart:  William  E,  Dunkle;  Lynn  P.  Himmelman;  William  M.  Jenkins:  Sonon  E. 
Knudsen;  Charles  F.  Luce;  Bynm  J.  Nichols;  Lauris  Norstad;  Nicholas  R.  Petry; 
Robert  D.  Stuart,  Jr.;  Edvraid  E.  Carbon,  Charles  F.  McErlean:  Robley  L. 
Mangold:  Rexford  E.  Bruno;  Andrew  M.  de  Vourwey. 

SECURITIES  OWNED:    Curtis  Bailies,  common.  5.000.  Richard  P  Cooley. 


,  6S3:  Justin  Dart,  common,  10,000;  LP.  Hirrmielman.  series  A  preferred. 
103,583:  William  M.  Jenkins,  common,  2,000;  Semon  E.  Knudscn.  crarmon. 
1.000;  Chvfes  F.  Luce,  convnon. 6.000:  Byron  J.  Nichols,  common.  400;  Latfis 
Nomad,  comition,  260,  Nicholas  R.  Petry,  common.  3.000;  Robert  K,  Stuart 
Jr..  oommon,  900;  Gardner  Cowles;  Edwanj  E.  Carlson,  series  A  preferred. 
104,900;  Irvin  E,  Williamson,  oommon,  300;  R.H.  Robertson,  common.  1.008; 
Irving  Roth,  common,  600:  Norbert  E.  Kraegel;  E.O.  Fennell,  common.  4X: 
R.H.  Carter,  common.  226;  PJ.  Hogan,  common,  100:  RE.  Willians,  common. 
15. 

lutanagement  pertonnel  receiving  $50,000  or  less  -  41,  total  $1.612,e7X 
Total  alary  of  officers  and  directors  ($3,521,782). 
Holding  more  than  5%  of  stock  -  All  United  Air  Lines  stodt  is  ovmed  by 
*^UAl,  Int.    Total  200  shares. 

AMERICAN  AIRLINES.  INC. 

OFOCERS:    CA    Spater.  Chairman  &  Diiector.  $150,000;  GJL  Wanle. 
Prelidera.  $125,000:  J.B.  Anderson.  Executive  VP.  $76,000;  DJ.  UoydJones. 
Executiva  VP-Operations.  $90,000;  0>V.  Bedcer.  Senior  VP  Frei|^l  Uarfieting. 
$83,750:  C5.  Collins,  Senior  VP-Public  Affairs,  $42,300.  R.L    Cfandall.  Senior 
VP-FinaooB,  $49583;  G.E.  Overbeck,  Senior  VP-Adminlstration,  $S8,W3;  WD, 
Stewart  Jr.,  Senior  VP  Economic  Planning,  $46,540;  J.K    Kilcarr.  VP  S  Con- 
troller. $60,000:  T.M.  MeMen,  VP  Flight,  $60,000.  T.J.  Ross   Jr..  VP  &  Sales 
Manags.  $SS.00O;  R.F.  Landiert.  VP.  $50,079;  K  L    Meinen.  VP-Chio^i. 
$55,000:  W.G.  Woodwanl.  VP-Dallas/Fort  Worth.  $57,600:  MB.  Benra^off. 
Ajlistant  VP-Flight  Training/Proealurej,  $55,000, 

TOTAL  -  $1,234,842 

DIRECTORS:'(Other  Omt  Offlcenl  J.W.  Aston;  G,T,  Aaarra^;  H.M.  Boae: 
C  L.  Bugess.  F.H.  Burr;  WW.  Candy.  Jr.;  TS.  Canoll;  AG.  Carter  Jr.;  C.T. 
Fi*v  III:  M.  FItischmaTin;  J.D.  LeIlch;  CD.  Perkins;  M.  Sadler;  E.F.  Williins  > 

tteiigement  personnel  rvxiving  $50,000  or  less  -  78,  total  $2jESl,024. 

To«ll  salary  of  officers  and  directors  ($4,110,603). 

HokSng  more  than  5%  of  eoA  -  Kane  &  Company,  387,038;  Cade  & 
Comptfiy,  4,262,875. 


EASTERN  AIR  LINES.  INC 

O^WCERS:    W.G.  Ben,  Staff  VP  Legal  &  Assistant  Secretary,  $C14^4,  bo- 
nus $8,062,  $51,526;  F    Bonnan,  Senior  VP-Operalions  Group,  $72,347,  bona. 
$30,000.  $1,100,  $103,733;  F.F.  Davis.  VP-Engraving  &  Maintenance,  $61,760: 
M.  Ehllleh,  VPMafkS.inj  Reseann  &  Planning,  $42,571,  bonus,  $12,597, 
$55,168;  MJ,  Fanello,  VPOperjtiaTal  Coortination,  $60,487.  bonus,  $23,633. 
$84,125:  F.D.  Mall.  Chairman  of  the  Board  &  President,  $140,875.  bonus. 
SIOOtflOD.  $3,100,  Payment  dafened,  $20,000.  $263,976;  CF    Hamno.  DIvUos 
VPFIi^  Standards  &  Trammg.  $59,279.  bonus.  $676.  $59,954;  W.G.  Har1», 
Senior  VP.  $78507.  bonus.  $32,929.  tlJOO.  $112,736.  F  M.  Heinzm»i.  Vp. 
Comfwl^  Science*,  $46,588.  bonus.  $17,672.  $84,260;  S.L.  Hlgnibottiin. 
Olradnr,  $82500.  bonus.  $96,250.  $2,100.  $180,850.  W.R.  HowanJ,  S«ni<x  VP 
IndmnW  &  Pemnnel  Relations.  $57500.  bona.  S20  02S   $77  628-  HL.  KalUv. 
VP.M«1i»Ung  Services.  $53,859,  bonus,  $16,214,  $68^73,  W,R,  K/«*i«  Jr.. 
VP  a  OW  PIM.  $67500.  bona,  <1t,134.  $«aM4:  0,6,  Kmtam.  VP- 


Sdiedules  &  Airline  Planning,  $48,462,  bonus,  $15,239,  $63,701:  G,A.  Lyall. 
Regional  VP.  $55,468.  bonus.  $7,1S3,  $62,631;  JR.  Lynch,  Senior  VP-Financa. 
$8E3E,  bonus  $29,572,  $96^77;  T.B.  McEadden,  Senior  VP-Marketing  Grot*). 
$78,100.  bonus.  $325n.  $1,200,  $111,877;  R.F.  Moore.  Division  VP.  $50,462, 
borus.  $8,472.  $58,934;  R.L.  Ray.  VP-Sales  &  Seniices.  $45,030,  bonus,  $5,588, 
$E0J616;  J.  Rinehan.  Senior  VP,  $53507,  bonus.  $12,227.  $e5,734:  R,W, 
R'nenfcark,  Division  VP,  $58,731,  bonus.  $8,373.  $67,104;  CJ.  Simons.  Execu 
tive  VP.  $93,633.  bonus.  $78,313.  $2,300.  $174,246:  R.H    Skinner,  Senior  VP- 
Indunry  Affaiii.  $69,350,  bonus,  $25,737,  $95,037;  S.E.  Smiazko.  VP  &  Tre>- 
snr.  $40,963.  bonus  $9,462.  $50,425;  O.D.  Taylor.  Senior  VP-GTvemmon 
Affan,  $61,423,  bonus,  $900.  payment  deferred,  $18,323,  $80,646;  TJ.  Richen, 
VP.  $50,588,  bonus,  $20,585,  $71,173. 

TOTAL  -  $2.M2.663 

DIRECTORS:'    H.H.   Basjett;   R.C.   Damon;  iA..   Elkins,  Jr.:   R.L 
GilpHTk::  S.L  Higginbottom:  J.  McCormack;  C.N.  Phalen;  WW.  Posvar;  W.W. 
Prince.  B>.  ScJiriever.  E.D.  Smith;  H.  Woodward. 

Management   personnel   receiving  $50,000  or  less   -  42,  total 
$15Be,76S 

Total  si^ry  of  officers  and  directors  ($3,019,128) 

Holding  more  than   5%  of  capital   stock    -   Cede  &   Company.  7.123042; 
Kmm  a  Company.  88.901:  Lerche  &  Company.  695,100. 

TRANS  WORLD  AIRLINES 


OFFICERS:      John   E.   Brady,   VP-Consumer  Products.-  $55,223. 
boru.  $3257.  $58,480;  Melvin  A.  Brenner.  VP-Maiketing  pla/ining.  $58,543, 
bonoi  $18,187,  $5,801,  $83,198;  Donald  M.  Casey.  VP-Advertising  &  Marketing 
ProTams.  $45,998,  bonus,  $7,578,  $5265,  $58,841;  Blaine  M    Cooke.  Senior 
VP-Maiketing.  Director.  $78,150.  bonus  $37,891.  $6214.  payment  deferred. 
$1,074.  $123,329;  David  J.  Crombie,  VP  Industrial  Relations,  $54,412,  bonus, 
$15,763,  $6,740.  $76,916:  Raymond  R.  Fletcher.  VP  &  General  Counsel. 
$48,783.  bonus,  $129,  $5501,  payment  deferred,  $17,436,  $71349,  James  E. 
Franiajm.  VP-Fli^t  Operations.  $74,158.  bonus.  $63.  $6,008.  payment  deferred. 
$8,448.  $88,717;  Gordon  L.  Gilmore.  VP-Publlc  Affairs.  $43,393.  bonus.  $10,610. 
$2262.  $52265;  Alfred  E.  Jordan.  VPTechnical  Affairs.  $59,374.  bonus. 
$12,227.  $6,009.  payment  deferred.  $12,125.  $89,734;  Matthew  J.  Kennedy.  VP- 
Special  Services,  $48,535,  bonus,  $18,187,  $4,506.  $71,228;  C.  Edwin  Meyer.  Jr., 
Senior  VPFinance.  Director.  $71,792.  $17,657.  $6,261.  $95,710:  HowanJ  C. 
MiUw.  VP-Commercial  Food  Operations.  Director;  William  J.  Neff.  VPTechnical 
Settees,  $47248,  bonus,  $5,501,  $52,749.  Patrick  L  O'Malley,  Senior  VP 
Conmercial  Food  Services,  Director;  Daniel  P.  Reid.  VP-Sales  and  Services, 
$56.^80,  bonus,  $7,275.  $6,008.  $70,063.  Robert  W.  Rummel.  VPTechnical 
Deaelopment.  $46,774.  bonus.  $15,156.  $3,510.  $65,440;  Frank  L.  Saliznni, 
VP  a  Treasurer,  $44,587.  bonus,  $9,720,  $4,759,  $81,491;  L  Ed^in  SmKt, 
Senior  VP-Corporate  Affairs,  Director,  $82,435,  bonus.  $60,625.  $6!641. 
$148,701;  Wallace  J.  Smith,  VP-Marketing  Administration.  $54234.  txmus. 
$18,794.  $3510.  $76,538.  Thomas  K.  Taylor.  VP-Govemment  Affairs.  $54,499. 
bonus.  $20,613.  $4,017.  $79,129;  Charles  C   Tillinghast.  Jr..  Chairman  of  the 
Board  &  Chief  Executive  Officer.  Director.  $134,373,  bonus,  $27,664,  $7,003, 
pavment  deferred,  $70,469,  $239,509;  Forwood  C.  Wiser.  President  &  Chief 
Operating  Officer.  Director.  $130,591.  bonus.  $60,625,  $6,876,  payment  deferred, 
$20,000,  $218,092; 

TOTAL  -  $1,885,978 

DIRECTORS:'  Patricia  J,  Carry;  Lester  Crown;  Jack  R  Howard:  Charles 
N.  Kimball;  Jewell  LaFontant;  Barry  T  Leithead;  Robert  M.  McKinney;  David 
PadLard;  Emmet  J.  Bice;  Charles  H.  Sommer.  Jr.;  Charles  B.  Thornton;  Holmes 
P.  Turtle;  Jack  Valenti. 

Management  personnel  receiving  $50,000  or  less  —  6,  total  $226,759, 

Total  salary  of  officers  and  directors  ($2,174,037). 

Holding  more  than  S%  of  capital  stock  -  Cede  &  Comparry,  2,057,486; 
atiudi  &  Company,  793,897:   Kane  d  Company,  379,235. 

TEXAS  INTERNATIONAL  AIRLINES 

OFFICERS:    James  W.  Arpey.  VP  Technical  Services.  $35,583:  Roben  J. 
Carney.  Executive  VP-Ptanning  &  Development.  $44,583.  Floyd  E.  Carpantar,  VP- 
Opantions,  $45,146;  Robert  0,  Callaway,  Executive  VP-System  Manager  &  01- 
raonr,  $47,556:  Francisco  A.  Lsrenio,  President  &  Director,  $56,583. 

TOTAL  -  $229,451 

DIRECTORS:'  Donald  E.  Benson.  Pater  G.  Brooks:  Rlul  R.  Chrinen: 
Robert  Garrett;  l.H.  Handmaker.  A.  Thomas  Hickey;  Carl  R.  Pohlad;  Howard  P. 
Swaiaon;  Howard  WaH. 

HanganKnl  parsonnal  receiving  $35,000  or  less  -  9.  total  $208,485. 

Total  niary  of  officen  and  directors  ($493,066). 

Holding  more  tfian  5%  of  capital  nock  -  Jet  Capital  Corporation/ 
2,040,000:  Minnesota  Enterprises,  Inc.,  4O4500. 
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G-tZ  REPORTS  '^  SI    :     .'~_nj'r.. 

Airlines  have  filed  with  CAB. schedule. Gi«»2.-' 
.reports  as  part  of  theip  form  41   filings.  These.  ' 
Ireports  ,show  1972  compensation  and   expenses,  of  all 

general  officers  an4 'directors  receiving  $20,000 
;or  more   annually.  Stock  holdings   are   also  listed. 


units  or  payments  thereof  for  Successive  one-yecn* 
periods,  but  not  to  a'date  later  thaiv  five  years 
af tertvards .      Certain  management  employes  have  been 
awarded  units  under  the  unit  plan.      -  ''- 


»  ■.  TRANS  WORLD  AIRLINES 

•^  s,-      DIRECTORS;  Charles  C.  TiUinghast,  J*.,   Chi*;  ■' 
&  Chief  Executive -Officer,  Director,    $127,305,;    .,    i 
-bonus,    S1US,533,  exp.,    S2,3'»7,   common,    11,709;    : 
Foruood   C.  =«iser;  Jr. ,    Pi'es.'  S  Chief  Operating 
Off icer.  Director,   $123,789,  bonus,    $1'<9,175,   exp-. ,' 
$3,456,   common,    200;    Blaine  Cooke,    Sr.  VP-»larket-    ' 
'  ing.    Director,   $81,667,  bonus,    $92,491,  exp., 
'$6,888,   corimon,   100;    C.   Edwin  Meyer,   Jr.,  Sr.  VP- 
Finance, Director,    $67,800,  bonus,    $71,070,   exp., 
$2,791,   coitmon,   1,800;   L.   Edwin  Smart,   Sr.   VP- 
,    Corporate  Affairs, Director,   $84,500,   bonus,    $100,- 
-912,   exp.,   $5,423,   comnon,   3,115,   warrants,   5,500; 
-Lester  Crown,  exp.,  $1,154,  conanon,   X,323»  pre- 

■  ferred,  .2,405;  Arthur  J.Goldberg,  exp.,   $2,325; 
Jack  R.   Howard,  exp.,   $3,390,  comnon,   200;  Charles 
N.  Kimball^   exp.,   $4,789,.  common,    100;   Jewel  S. 

•  LaTontantj^exj.,   $2, 608;. Barry  T.   Leithead,  exp., 

$2,566,    common,    127;    Hughston  M,    McBain,   exp.,  ' 
^$1,180;   Robert  M,  McKinney,  exp.,    $4,679,  cotnnon, 
500;   David  Packard,   exp.,   $2,018,    conrnon',   1,000; 
•Ben-Fleming  Sess.gl,   exp.,   $959,    common,    200; 
Charles  H.   Sommer,   Jr.,   exp;,   S2,64S;    Charles  B. 

Thornton,   exp.,   $3,202,   comnon,    100;    Holmes   P.     

,Tuttle,  exp.,  $2,402,   comnon,   1,000;   Jack  Valenti, 
exp.,    $3,905,. conmon,   100. 

'     '        OFFICERS:  Helvin  A.   Brenner,   VP-Harketing 
Planning,    $58,133,  boni^s,   $54,172,    exp.,   $6,522; 
R.L.   Crandall,  VP  S  ControlXer,    $38,658,  bonus, 
$49,381,   exp,,    $2,449,    conuion,    15;    David  J. 

-  Crombie,  VP-Iijdustriai  Relations,    $56,000,  bonus-,     . 

'  ,568,731,   exp.,"  $4,230,  cocrxjn,    100;      Raymond   R. 

^..Fletcher,   Jr., -VP-Generai  Counsel,    $48,500,  bonus, 
576,958,    exp.,   52,318;    J.E.   Frankura,   VP-Flight 
Operations,    $72,500,   bonus,   $79,100,    exp.,    $2,- 
868,    common, "770;   Gordon -L.   Gilmore,   VP-Public;      , 

"Relations,    $50,000,   bonus,   568,700,    exp.,    $3,209, 
common,    2,707;uA.E.   Jordan,  VP-Technlcal  Services, 
$62,500,   bonus,"  548,187,   exp.,    $1,531,    coomon,    1,- 
200;   Matthew  J.  Kennedy,   VP-Special  Services, 

,^4^50,750,   bonus,  $S6,5'00,   exp.,    $9,107;   Donald   C. 
Logar,    Corporate  Secretary,   $29,167,   bonus,   Sll,- 
766,   exp.,    S954;  Daniel  P.  Rcid,  VP-Sales  & 

■  Services,    $56,050,  bonus,   573,339,    exp.,    $13,908, 
common,    1,582;   Robert  W;  Rumnel,    VP-Technical 
Development,      $48,000,   bonus,    $48,325,    exp.,    $3,- 
444,    conmon,    3,590;   Frank  L.   Salizzoni,  VP  4 
Treasurer, ^•Ml, 625,   bonus,   $36,540,    exp.,   S2,694; 

.  W.J.   Smith,'  VP-Advertising  &  Marketing  Programs, 
-,'-556,050,   bonus,   $47,259,  exp.,   55,033;    Curt  R. 

Strand,  VP-Hotel  Operations;      Thomas  K.    Taylor, 
,VP-Government  Affairs,    $62,000,  bonus,   $74,050, 
■    exp.,    53,974,   coomon,    2,850;    Floyd  H.  Wilkerson, 
'   VP-Systems  S  Data  Services,   $41,625,  bonus,    S35,- 

016,  exp.,    $2,084,   common,   2;    T.E.   Woods,  VP '& 
-    Controller,    $8,887,   exp.,   $1,083. 

Management  personnel  receiving  $20,000  or 
^more--7b3-.* Total  $20,681,994.   Upper  limit  557,-   . 
917.   Lower  limit  $20;005. 

Not  Included  U)  the  r€^ort  is  a  deferred 
salary  for  Tillinghast  of  525,000;   deferred  salary- 
for  Wiser 'of  520,000;   $1,032  interest  on  deferred 
^.salary  of  Cooke  for  prior  periods.     ,      , 

Note:   Bonus  F°yi"ents  represent  payments  under 
TWA  Deferred   Coofpensation  Unit  Plan'vhereln     par- 
tiolB«nt8  have  option  to  postpone  matur4.ty  of 


UNITED   AIR   LINES.    INC.  * . 

-OFFICERS;   Edward   E.    Carlson,   Pres.' fr-Chlef 
Executive  Officer,    5150,000;    C.F.   McErleart, 
Executive  VP  S  Chief  Operating  Officer,    $112,500;'- 
W.E.'Dunkle,   Sr.    VP-Flight  Opei^tions,    S80;000;   M.    J 
Whitlock,   Sr.   VP-Maintenance  Operations,    $78,750; 
A.M.   deVoursney,   Sr.    VP-Corporate   Planning,    $77,500; 
L.L.    Treece,   VP-Flight  OperAtions-'iCeatral  Div. , 
$74,000;    H.G.      Nayes,.  Jr .,   VP-Technioal  Services,    ■ 
$73,500;    C.E.    Luther,    VP-Svstem  Personnel,    $72,075;' 
M.W.   Ashby,'  VP-Flight  Operations-Eastern  Div., 
$71,925;    J.R.   Cottle,   VP-Flight  Operations-Western 
Div.,   $71,925;    R.L.   Mangold,    Executive  VP--Marketlng, 
$70,245;    R.E.   Bruno,    Sf.    VP-Finance,    $6^,750;    E.O. 
rennell,   Sr.    VP'-Law  &  Secretary  of  Corporation.,     v 
$66,875;    R.E.    Johnson,    Executive  VP-External 
Affairs,    $65,038;    P. A.   Wood,   Sr.   VP  S  Gen.   Manager- 
Eastern  Div.,    563,750;    G.J,   Kidera,   VP-Medical     ' 
Services,    $61,250;   R.Ti   Glasson,   VP-Malntenance    '■ 
Planning,    $60,000;   R.F.    Dorsey,  VP-Marketing-Cen- 
tral  Div.,    557,000;    J.D. -Smith,   VP-Flight  Safety 
&  Industry  Affairs,    $54,875;  M.D.   Moore,   Sr.   VP- 
External  Affairs,    $50,625;   W.E.   Alberts,   VP-System 
Operations  Services,  550,375;    A.J.    Schoepf,   VP- 
Marketing-Eastern  Div. ,    $50,000;    D.C.    Meenah,    VP- ■    ' 
Facilities   S   Property',    $49,500;    N.J.    Philion,   VP- 
Industry   Affairs,    $47,500;    J.J.    Hartigan,'  Sr.    VP-' 
GAi.   Manager-Western  Div.,    $47,141;    E.A.   Beamish, 
VP-Schedule   Planning,    $46  ,875;'-R.H.  '  Robertson  ,' VP    ' 

5  Treasurer,   546,000;    E.P.   Buckthol,    VP-Mainte- 
nance Services-Western  Div.^    545,900;   M.E.    Innes,     '- 
VP- Purchasing,    $45,875;    E.E.    Raymond,   VP-BSSe  '    '"' 
Maintenance,    $45,750;    F.W.   Meckel,  VP-Advertising  ■  ■ 

6  Promotiofi,    $45,000;    J.E.    Courtrlght,   VP-Marketing- 
Western  Div.,    $45,000;   D.A.   Medland,  VP-System 
Operation   Control,    $43,750;   L.E.    Perry,   Regional     - 
VP,    $41,875;    W.E.    McGarry,   Regional   VP,    $41,550;      ■' 
D.E.    Kain,    VP-Personncl  Services,    $41,500;    D.H. 
Robertson,   Regional  VP,    S41,211i    F.S.    Nowlan,  VP- 
Malntenance  Planning,    $40,000;    J.Y.   Meyer,   Regional 
VP-Marketing-Central  Div.,    $39,675;   H.J.  Moirano,     " 
Sr.   VP  &   Gen   Mgr.    Central  Div,,    $38,685;    J.C. 
Blackman,   Regional  VP,    $38,500;    H.W.   Furman, 
Regional  VP-Marketlng-Eastern  Div.,    $38,000;    I.     - 
Roth,  VP-Investor  Relations,    $37-,500;   FJi.   Brown, 
VP-System  Services,    $36,850;   R.R.- Hertzler,   VP- 
Maintenance- Supply,    $36,500;   S.T.   HcAlIster,  VP-    '   ■ 
Property,    $36,500;    J.L.   Semple,   VP  and  Comptroller,' 
$35,425;    D.M.    Buckmaster,   VP-Maintenance  f.    Admin.    '; 
Svcs.' Eastern  Div.,    $36,350;    E.H.    Clay,' Regional    '"*.' 
VP,    $35,700;   R.G.   Sampson,   VP-Property-Central  Div'.', 
$35,000;    H.C.    Godfrey,   Jr.,   VP-Prpperty-Eestern 
Div.,    $34,550;   W.D.   Smith,   Regional  VP,    $32,875;  ':' ': 
G.B,     Foy.VP-Firght  Admin.   Services ,  ,531,500;   R.A. 
Dinpfl,  Secretary,    $31,250;   R.A.   Porter,   Auditor,   •■': 
530,075;    J.R.   Byerwalter,   Regional  VP,' 51,500;  i.'J. 
McBride,  Regional  VP,  51,500;   J.K.   Mltfelstead, 
.Kegional  VP,   $1,50Q;   C.D;  Murray,  Regional  VP.,  ,' 
51,500;   R.C.    Collins;   VP-Englneerlng.' 544,250;   J,'  ,' 
H.  Batten,  Aest.   Treasurer,   526,825;  R'.H.   Carier,   -' 
Asst.   Secretary,   531,500;   P.J.  i{ogan,  Asst.' '  '    '        '! 
Secretary,   540,440;             .     -■'                    ,-.  •    '.,   .. 

DIRECTORS;    Curtis  Barkes;  ff,,  Tempreton  Browps 
Richard  P,   Cooley;   Gardner  Cowlee;   Justin  Dart;    ". 
Thomas  F.   Gleed;   Paul   G.   Hoffman,  Director  Emeritus; 
Wllilajn  M.   Jenkins;  Semon  E.  Knudaon;   Charles'  F« 
(Continued  On  Back  Of  Page]  '   ' 
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/  C-*i  REPORTS 

■■■K^,.-<fHine  reports  filed  with  CAB  *ow  1971  compeijsotion  and 

expenses  of  all  general  ofHcers  ond  directors .    Stock  hnd  other 

security  holdings  ore  listed. 

TRANS  WORLD  AIRLINES 

Officers:   Charles  C  .  Tillinghost  Jr. ,  bd  .  chm.,  CEO, 
dir.,  Jl(X),000  (plus  deferred  salary  of  $25,000),    J83,973 
bonus    $2,175  exp.,   13,462  common;  Forwood  C.  Wiser  Jr. , 
pre$.,'cOO.  dir.,  $95,337  (plus  deferred  solory  of  $20,000), 
$4,270  exp.,  200  common;  Bloine  Cooke,  sr .  vp-morketing, 
dir.,  $72,500,  $54,297  bonus,  $6,402  exp.,  100  common; 
Woy'ne  G.  English,  sr.  vp-fi-wnce,  dir.,  (resigned  4/22/71), 
$27,417,  $497  exp.;  C.  Edwin  Mayer  Jr. ,  sr.  vp-finonce, 
dir      $50,250,  $20,594  bonus,  $2,875  exp.;  L.  Edwin  Smort, 
sr.  v'p-corporote  affairs,  dir.,  $81,500,  $65 , 1 56  bonus ,  $4,- 
772  exp.;Melvin  A.  Brenner,  vp-morketing  plonning,  $50,- 
000,  $30,406  bonus,  $4,585  exp.;  R.L.  Crcndoll  ,  vp,  con- 
troller, $44,074,  $18,244  bonus,  $2,747  exp.;  David  J. 
Crombi'e,  vp-industrial  relations,  $51,000,  $26,931  bonus, 
$3,008  exp.;  Raymond  R.   Fletcher  Jr.,  vp,  gen.  counsel, 
$42,500,  $1,959  exp.,  400  comnxxi;  J.E.  Frankum,  vp-fllght 
operations,  $70,000,  $17,375  bonus,  $2,594  exp.,  1,620 
common;  Gordon  L.  Gilmore,  vp-public  relations,  $46,000, 
$5,213  bonus,  $2,278  exp.,  3,207  common;  A. E.  Jordan, 
vpltechnical  services,  $54,000,  $34,750  bonus,  $1,714  exp., 
1,200  common;  Matthew  J  .   Kennedy,  vp-speciol  services, 
$46,750,  $26,063  bonus,   $7,267  exp.;  Donald  C  .'Logan, 
corporate  sec.-,  $27,500,  $3,909  bonus,  $732  exp.;  Daniel 
P.  Reid,  vp-sales  &  services,  $50,000,  $21 ,309  bonus,  $12,- 
160  exp.,  1,575  common;  Robert  W.  Rummel,  vp-technicol 
development,  $43,500,  $  1 7 , 375  bonus ,  $2,722  exp.,  2,565 
common;  Fronk  L.  Solizzoni,  vp,  Ireas.,  $25,925,  $7,629 
bonus,  $2,338  exp.;  Wallace  J.  Smith,  vp-odvertising  &  mar- 
keting progrortK,  $50,000,  $26,931  bonus,  $4,864  exp.; 
Thomas.K.  Toylor,  vp-yovemment  offairs,  $56,000,  $9,556 
bonus,'$3,435  exp.,  2,850  common;  Floyd  M.  Wilkerson    vp- 
systems  &  data  services,  $25,925,  $3,628  bonus,  $1 ,897  exp. 

Directors:    Lester  Crown,  $1 ,604  exp. ,   1,323  common, 
2,655  preferred;  Arthur  J  .  Goldberg,  $870  exp.,  100  common; 
JackR.  Hovrard,  $2,151  exp.,  200  common;  Charles  N. 
Kimball,  $3,603  exp.,   100  common;  Barry  T  .  Leithead,  $2,679 
exp.,  127  common;  HughstenM.  McBoin,  $1  ,892  exp.;  Robert 
M.  McK!nney,$3,625exp.,5,OOOcommon,5,OOCworrants;  Ben- 
FlemingSessel,  $2,609exp.,  200  common;  Thomas  A.  Block, 
$1,528exp.;Chorles  H.  Sommer  Jr.,  $2,000  exp.,   100  com- 
mon; Chorles  B.  Thornton,  $2,577  exp. ,  100  common;  Holmes 
P.  Tutfle,  $2,349  exp.,  1 ,000  common;  Jock  Volenti,  $2,788 
exp.,  1 00  common. 

All  bonuses  represent  poynients  under  Deferred  Compensa- 
tion Unit  Plan. 

Total  salary  for  directors  and  officers,  $17,137,427;  total 
bonuses,  $468, 130;  total  expenses  borne  by  the  air  corrier, 
$899,742. 

AAanagement  personnel  earning  more  than  $20,000,  627; 
upp^tjimit,  $65,000;  lower  limit,  $20,003. 

■G-43  REPORTS  V  ' 
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lirline  reports  fried  with  CAB  show  1971  compensotion  ond 
experues  above '$5, 000  for  legal  ond  other  services. 

,        ,  TRANS  WORLD  AIRLINES 

Adel  Hellenic  Advertising  Co.,  Athens,  Greece,  odver- 
tising,  $33,680;  Advanced  System,  Inc.,  Mt.  Prospect,  III., 
computer,  $8,201;  Alexonder  arvl  Alexander,  New  York, 


actuarial,  $38,000;  American  Cyanomid  Co. ,  Chicago,  bog- 
gage  survey,  $10,500;  Amman  and  Whitney,  New  York,  en- 
gineering, $10,069;  Anthony  Barona ,  Kansas  City,  Mo.,  design, 
$14,998;  Auxton Computer  Enterprises,  Union,  N.J.,  computer, 
$9,600;Bakerand  McKenzie.Chicago,  legal, $22, 058;A.Benholim, 
Tripoli,  Libyo,  legol,  $5,430;  Boole  and  Babbage,  Inc., 
Cupertino,  Colif.,  data  processing,  $5,900;  Bums  and  McDon- 
nell Engineering,  KonsosCity,  Mo.,  engineering,  $36,792; 
Charles  Butler  Associates,  New  York,  design,  $71 ,819;  Cohill , 
Gordon,  Sonnett,  Reindell  and  OhI ,  New  York,  legol,  $265,- 
265;  A.S.  Caroto,  New  York,  consultant,  $16,851;.Chodbounne, 
Pork,  Whiteside  ond  Wolff,  New  York,  legal,  $1,389,180; 
Cleory,  Gottlieb,  Sterns  and  Hamilton,  New  York,  legal, 
$6,093;  Computer  Microforms,  Inc.,  KonsosCity,  Mo.,  micro- 
film output,  $17,123;  Control  Doto  Corp.,  Chicago,  traffic 
study,  $128,025;  Cospito-Zappolo,  Rome,  Itoly,  legal,  $5,- 
740;  Covington  and  Burling,  Washington,  D.C.,  legal,  $5,- 
858;  Norman  Craig,  Milan,  Italy,  advertising,  $31,425;  Davis 
Advertising  Agency,  Madrid,  Spain,  advertising,  $89,583; 
Doto  Group  Inc  . ,  Flourtown,  Po  . ,  computer,  $18  ,500;  Doto- 
plon.  Inc.,  New  York,  computer,  $11,840;  Datatab,  Inc., 
New  York,  data  processing,  $24,685;  Dototron  Processing,  Inc., 
Flushing,  New  Ygrk,  data  processing,  $155,71<5;  Dechert- 
Hampe  and  Co.,  Chicago,  instructional,  $100,786;  Dillon, 
Read  ond  Co.,  Inc.,  New  York,  finonciol,  $75  ,000;  Dittler 
Brothers,  Atlanta,  Go.,  promotional,  $7,964;  Electronic 
Systems  Personnel,  Kansas  City,  Mo.  ,  computer,  $8,720; 
Freshfields,  London,  Englond,  legol,  $17,857;  Gollond  Ad- 
vertising, New  York,  odvertising,  $33,571;  General  Electric 
Co.,  Boltirrxjre,  Md .  ,  doto  processing,  $8,935;  E.  Gitzelter, 
Tel  Aviv,  Israel,  legol,  $163,222;  Grant  Advertising  Inter- 
national Inc.,  Noirobi,  Kenya,  advertising,  $18,224;  Honna- 
Boiboro  Productions,  Hollywood,  Calif.,  promotional,  $19,629; 
Hoskinsond  Sells,  KonsosCity,  Mo.,  auditing,  $263,675; 
Irflemotionol  Business  Machines,  New  York,  computer,  $522,- 
997;    Intemotionol  Business  Machines ,  Chicago,  computer, 
$8,224;  International  Business  Machines,  KonsosCity,  Mo., 
computer,  $5 ,488,664;  Information  Concepts,  I. ic.  .Ellington, 
Va.,  system  design,  $38,264;  Informo-Tob  Corp.,  New  York, 
doto' processing,  $29,430;  Information  Industries,  Inc.,  l-'onsos 
City,  Mo.,  computer,  $78,296;  Interactive  Doto  Corp., 
Wollhom,  Mass.,  dato  processing,  $176,385;  Inter  Plan  Public 
Action,  Paris,  France,  advertising,  $37,962;  Horvey  Kahn 
Studio,  New  York,  advertising,  $6,000;  David  Klein,  Brooklyn, 
N.Y.,  illustrations,  $9,450;  Lankier  and  Parker,  Washington, 
D.c'  legal,  $18,919;  Lorstan  Processing  Co.,  Inc.,  Mospeth, 
N.Y.,  advertising,  $14,989;  Life  Extension  Institute,  New 
Yo'rk,  medicol  supervision,  $11  ,890;  Moitre  Hosson  El  Nohas, 
Cairo',- Egypt ,  legal,  $6,091 ;  McCormock  and  Sregmon,  Wash- 
ington, D.C,  legol,  $50,000;  Albert  E.  MncMi1|an,   New 
York,  consultant,  $6,000;  Management  Enterprises,  Oklahoma 
City,  Okla.,  consultant,  $39,780;  Donald  V/.  f/iorKhom, 
Woshington,  D.C,  legol,  $6,516;  Me.  Lepo•^ll.>^,  Paris, 
France,  legal,  $11,788;  G.  Mosso,  Rome,  Italy,  lego!, 
$5,881;  Robert  R.  Nothon  Associates,  Inc.,  Washington,  D.C, 
conjultont,  $8,208;  Notional  Data  Corp.,  Aflonro,  Go., 
advertising  distribution,  $228,002,  National  Economic  Research, 
New  York,  professional,  $35,718;  Official  Airline  Guide, 
Chicago,  training,  $68,931;  O'Molveny  and  Myets,  Los 
Angeles,  Calif.,  legal,  $46,403;  Oyer  Computer  Service, 
Inc.,  New  York,  computer,  $10,589;  Oxtoby-Smith,  Inc. , 
New  York,   reseorch,  $618,896;  Pacifica  Publicity  Bureau, 
Inc.,  Hong  Kong,  B.CC,  odvertising,  $9, 1 1 1 ;  PAR  Tech- 
nology, Inc.,  Chicago,  consultant,  $68,553;  Pierre  Le  Foulle, 
Poris,  France,  legal,  $17,180;  Pilltburr-Modison  and  Sutro, 
(Continued  On  Following  Page) 
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AIRUNES  HLE  SCHEDUIT  G-42  gtPORTS 

Airlines  have  aied  with  CAB  schedule  G-42  reports 
as  part  of  their  form  41  filings.    These  reports  show  the 
compensation  and  expenses  of  all  general  officers  and 
directors. 

TRANS  WORLD  AIRUNES.  INC. 

Officers:    Charles  C.  TilUnghast,  Jr.,  chm.  & 
CEO,  dlr.,  $100,000  i/,  $11,333  bonus,  S2,220      ■ 
exp.,  7,800  common,  374  others;  Forwood  C.  Wiser, 
Jr.,  pres.  &  chief  operating  officer  &  dlr. ,  $91.557  2/ 
$4,774  exp.,  200  common,  651  others;  Blaine  Cooke, 
»r.  vp-marketlng  &  dlr.,  $68,625  3/,  $4,288  exp., 
100  common,  76  others;    Wayne  G.  English,  sr.  vp- 
flnance,  &dir..  575,417,  $2,207  exp.,  500  common, 
456  others;  L.  Edwin  Smart,  sr.  vp-extemal  affairs 
&  dlr..  $77,750,  $4,716  bonus,  S3, 319  exp.,  478 
others  (common);  Melvin  A.  Brenner,  vp-marketlng 
planning,  $50,000  4/,  $4,324  exp.,  289  others 
(common);  Robert  L.  Cooge/,  vp  &  controller  (resign- 
ed), $27  .lOTrtT.-TSVborms,  $1,202  exp.;  R.  L. 
Crandall,  vp-systems  &  data  services,  $32,545, 
$2,177  exp.  ,  97  others  (common);  David  J.  Cromble, 
vp-lndustrlal  relations,  $51,000,  $1,975  bonus, 
S3, 352  exp. ,  2  ,025  common.  173  others;  Raymond  R. 
Fletcher,  Jr.,  vp  &  general  counsel,  $42,000,  $2,- 
380  exp.,  600  common;  J.  E.  Frankum ,  vp-fllght 
operations,  566,250,  $3,F08bonus,  $2,430  exp.; 
Gordon  L.  GUmore,  vp-publlc  relations,  $46,500, 
S875  bonus,  $2,938  exp.,  3,057  common,  236  others; 
Malcolm  T.  Hopkins,  vp  &  treas.,   'Resigned),  $45,- 
208,  $5,854  exp.;  Thomas  F.  Huntington,  vp-sales  & 
services  (reslgnedr7T55793Tr-$2Ty75"bonus,  $1,857 
exp.;A.E.  J;rdan,  vp-technlcal  services,  $54,000, 
$4,441  bonus,  $2,358  exp.,  1  ,500  common,  150 
others;  Matthew  J.  Kennedy,  vp-speclal  services, 
$46,750,  $8,183  L-xp. ,  300  common,  335  others; 
Donald  C.  Logan,  corporate  sec,  $26,667,  $846 
exp.,  290  others  (common);  C.  E.  Meyer,  Jr.,  vp  & 
controller,  $21,711,  $1,206  exp.,  31  others  (com- 
mon); Frederlcjc  A.  Moore^,  vp-corporate  development, 
(resigned),  $36777X7^1,901  exp. ,  50  common; 
D.  P.  Reld,  vp-sales  &  services,   519,227,  $3,755 
exp.,  1,350  common,  193  others;  R,  K^  Roucke,  vp- 
system  administration,  (resigned),  $38,500,  $1,056 
exp.,  1,265  common;  R.  W.  Rummel,  vp-technlcal 
development,  $43,500,  $875  bonus,  S3, 272  exp., 
2,565  common,  278  others:  L-^  Smith,  vp-systems 
&  data  services,  (resigned),  $20,000,  S224exp.; 
W.J.  Smith,  vp-sales  &  services  progress,  SSO,000, 
$3,314  exp.,  117  others  (common);  Lawrerrce  V. 
^Slapletan,  vp-advertlslng  &  sales  promotion,  $23,- 
416,  $1,618  exp.;  C.  R.  Strand,  vp-hotel  operations, 
S/,  T.  K.  Taylor,  vp-govemment  affairs,  556,000, 
$1,475  bonus,  $4,135  exp.,  800  common  66  others; 

Directors:    E.  O.  Cocke,  SI  ,611  exp.  ,  2,876 
common;  Lester  Crown,  $4,071  exp.,   1 , 323  convnon; 
Raymond  M.  Dunn,  $5,475  bonus,  SI, 384  exp-., 
2,868  common,  SI, 600  debt  securities;  JackR. 
Howar<t,.tf  ,689  exp.,  200  common;  Charles  N.  Kim- 
ball, $3,895  exp.,  100  common;  Barry  T.  Lelthead, 
$3,107  exp.,  127  common;  H.  M.  McBain,  52,443 
exp.,  100  common;  Robert  M.  McKlnney,  $4,274  exp.; 


Poge   336 


Een-Flemlng  Sessel,  $2,323  exp.,  2C0  common: 
Thomas  A.  Slack,  $3,231  exp.,  100  common;  C.  H. 
Sommer,  Jr.,  S2  ,  71 1  exp.;  C.  Ii.  Thornton,  $2,642 
exp.,  100  common;  Holmes  P.  Tuttle,  $2,286  exp., 
1,000  common;  Jack  Valentl,  $2,170  exp.,  100  com- 
mon. 

2,'     Does  not  Include  deferred  salary  of  $2  5,000  and 
Interest  of  $5,135  on  deferred  salary. 

1/     Does  not  Include  deferred  salary  of  520,000  and 
interest  of  $804  on  deferred  salary. 

3/     Does  not  Include  deferred  salary  of  $3,333  and 
Interest  of  $1,142  on  deferred  salary. 

4/     Does  not  Include  deferred  salary  of  $5,112  and 
Interest  of  $112  on  deferred  salary. 

S/     Salary  and  expenses  paid  by  wholly-owned  sub- 
sidiary, Hilton  International  Company. 

Note;  Bonus  and  Indirect  Compensation  represents 

Incentive  compensation  earned  and  awarded  for 
the  year  1967  but  paid  In  annual  installments 
over  a  three-year  period  ending  in  19?0.    There 
were  no.  incentive  compensation  awards  made 
for  the  year  1970. 

AMERICAN  FIYERS  AIRUNE  CORP. 

Officers:    Putnam  B.  McDowell,  ores.  &  chrm., 
Virginia  Plgman,  hon.  chrm.-bd.,  Lucian  Hunt,  pres. 
&  dlr.,  $22,500,  $1,012  exp.;  H.  B.  Richards,  vp- 
customer  nel.,  S13,999,  $726  exp.;  J.  Martin,  vp- 
mktg  &  sales,  $34,999,  $5,110  exp.;  D.  E.  Horn, 
vp-flnance,  $23,000,  $990  exp.;  Wm.  A.  Mather,  Jr. 
vp-sales,  $24,124,  $3,512  exp.;  R.  Campbell,  vp- 
sales,  $14,125,  $3,700  exp.;  J.  Harrington,  vp- ' 
flight,  $38,632,  S939  exp.;  R.  Fraley,  vp-legal    & 
a«st.  sec,  $24,000,  $1 ,504  exp.;  J.  R.  Smith,  vp- 
sales,  eastern  region,  S19,731,  $4,023  exp.; 
J.  Proops,  controller,  $19,166,  $228  exp.;  wrc. 
Rauck,  sec.  &  dlr.;  John  W.  Adams,  vp  &  dlr. 

Directors:    R.  Johnston;  Henry  L.  HlUman. 

PURDUE  AIRLINES,  INC. 

Officers:  Grove  Webster,  chrm.-bd.  &  dlr.,  SIO,- 
833,  $10,000  bonus,  $2,426  exp.;  J.  P.  Mlnton,  pres. 
S  dir.,  $30,541,  $8,504  exp.;  R.E.  Sizmur  vp-fln. , 
asst.  sec-treas.,  $19,416,  S4,271  exp.;  P.E.  Ells- 
worth, vp-opns  i  malnt. ,  $25,374,  S640  exp.;  P.C. 
Kouchouras,  vp-purchasing,  $12,291,  $221  exp.; 
W.D.  Elkenbetry,  vp-mktg.,  $3,500,  $590  exp.;' 
Dom  CoppollUo  vp-mktg.,  $13,812,  $6,416  exp. 

Directors:    J.T.  Stephens;  R.  C.  Turner,  J.  R. 
Mans;  F.  B.  Smith;  J.E  .  M.  Jacoby;  F.  L.  Hovde; 
I.  S.  Day;  G.M.  Main. 
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•  AIRUNES  f HE  SCHEDULE  e-42REPOa.TS       _-  / 

Z:\  Airlines  hovcfilad  with  CAB  icli«A<laG-42'l«p<jifi  at 
part  of  the i I  Torm  41  filings.  Thes*  rvpofti  >hav  iha  compafH 
(otionanl  expanses  of  all  general  offiun  and  dincton.    ^ 

TRANS  WORLD  AIRLINES 

Officers:   C .  C  •  Tillinghast  Jr.,  bd.  choirrtian  ond  chief 
eccc.  officer,  dir.,°  $100,000,  $27,233  bonus,  $2,662exp., 
8,400  common,  199  others;  E.  R.  Breech,  bd.  choimian  (re- 
tired 4/69),  $1,777  exp.,  3,122coii«non;  F.  C.  Wij«  Jr., 
pres.  and  chief  operofing  officer,  dir.,''  $85,000,  $4,719 
exp.,  200  common,  209  others;  B.  Coolce,  sr.  vp-morlcefing 
dir.,«^  $52,390,  $4,763  exp.,   100  common,  23  others;  V/.G. 
English,  sr.  vp-finance,  dir.,  $70,974,  $961  exp.,  100  com- 
mon, 75  others;  L.  E.  Smart,  sr.  vp-externol  offoirs,  dir., 
$73,717,  $4,717  bonus,  $4,918  exp.,  100  common,  70others; 
E.  O.Cocke,  sr.  vp  and  dir.  (retired  7/69),  $14,583,  $2,925 
bonus,  $2,837  exp.,  2,876  common,  135  warrants; 

R.  M.  Dunn,  sr.  vp  and  systeo  gen.  monager,  dir.  (re- 
tired 8/69),   $42,012,   $13,909  bonus,  $1,161  exp.,  2,768 
common,  $1,600  debt  securities;  M.  A.  Brenr>er,  vp-mori;et- 
ing  plonning,  $25,799''  $2,420  exp.,  53  others;  R.  L.  Coop- 
er, vp  ond  controller,  $44,958,  $3,500  bonus,  $1,724  exp., 
200  common;  D.  J.  Crombie,  vp-indus.  relo.,  $46,83^  $7,- 
775  bonus,  $3,602  exp.,  2,025  corr.nwn,   106  others;  R.Duck- 
worth, corporate  secty.  (retired  1/69),  $  15, 333^;R.  R.  Fletch- 
er Jr.,  vp  ond  gen.  counsel,  $33,750',  $275 ',  $856  exp., 
600  common;  J.  E.  Fronkum,  vp-f light  operotions,  $55,000, 
$9,183  bonus,  $3,321  exp.; 

G.  L.  Gilmore,  vp-public  relctioic,  $40,292,  $7,291 
bonus,  $3,334  exp.,  3,807  common,  156  others;  M.  T.  Hop- 
kins, vpond  Ireos.,  $44,583,  $4, 127  exp.,  18  others;!.  F. 
Huntington,  vp-sales  and  services,  $50,000,  $7,809  bonus, 
$2,742  exp.,  3,125  common,  54othere;A.  E.  Jordan,  vp- 
technical  services,  $54,000,  $10,567  bonus,  $1,619  exp., 
1,600  common,  87  others;  M.  J,  Kermedy,  vp-speciol  ser- 
vices, $41,875,  $6,098  exp.,  300  carmon,  90  others;  D.C. 
Logan,  corporate  secty.,  $25,0009,  J880  exp.,  153  others; 
M.  L.  Milligan  II,  vp  and  gen.couroel  (reassigned  6/69), 
$21,208,  $8,666  bonus; 

F.  A.  Moore,  vp-corporote  development,  $21,250,  $4,- 
503  exp.,  50  common,  16  others;  R.  K.  Rourke,  vp-system 
odminis.,  $44,883,  $7,691  bonus,  $1,314  exp.,  1,265  com- 
mon, 83  others;  R.  W.  Rummel,  vp-tech.  development,  $43,- 
500,  $7,625  bonus,  $3,850  exp.,  2,565  common,  98  others; 
J.  W.  Smith,  vp-systems  and  data  services  (resigned),  $35,- 
833,  $5,000  bonus,  $1,690  exp.,  61  conmon,   1 10  preferred, 
II  others;  W.J.  Smith,  vp-sales  and  service  programs,  $46,- 
667,  $2,667  exp.,  35  others;  L.  V.  Stopleton,  vp-advertising 
ond  soles  promotion,  $33,000,  $1,225  bonus,  $2,694  exp.; 
C.  R.  Strand,  vp-hotel  operations,  $3,500  bonus  (salary  end 
expenses  paid  by  wholly-owned  subsidiary,  Flilton  Internotion- 
ol  Compony);  T.  K.  Taylor,  vp-gov.  affairs,  $52,(XX),  $7,- 
659  bonus,  $4,430  exp.,  800  common,  24  others; 

Directors:    L.  Crown'',  $4,073  exp.,  642  common,  250 
preferred,  $53,000  debt  securities;  J.  R.  Howord,  $2,92l.exp., 
200  common;  C.N.  Kimbcll,  $4,301  exp.,  100  common;  B. 
T.  Leitheod,  $3,276  exp.,   127  common,  H.  M.  Mcfloin,$i- 
919  exp.,  125"common;R.  M.  McKinney,  $5,362  exp.,  500 
common;  8.-F.  Scssel,  $2,072  «xp.,  200  common;  T.  A.  Slock, 
■  J3,652exp.,  100  common;  C.  H.  Sommer  Jr.,  $1,800  exp., 
jlOO  common;  C.-6.  Thornton,  $2,417  «xp.,  1(X)  common;  H. 
P.  Totlle,  $269  exp.,   1,000  common;  J.  Volenti,  $2,^0exp; 


^AvfofKu^m- 


,Poge  73 


>.l    Irowr)  (reiIan«d4/69),  $87Bexp.,  54  conmon. 
Exclodet  deferred  tolory  of  $25,000  and  Interest  of  $4,938 on 

deferred  salary . 
Excludes  deferred  solory  of  $20,000  ond  Interest  of  $134  on 

deferred  talory . 
Excludes  deferred  solory  of  $12,400  and  interest  of  $318  on 

deferred  solory. 
Excludes  deferred'solory  of  $2,612,  but  includes  $1,233  for 

period  June  1 1  through  24,  1969  before  entry  upon  present 

office. 
IrKludes  total  payment  at  retirement. 
Includes  salary  of  $1 1,875  orxJ  irKientive  compensation  of 

$275  for  period  Jon.  1  through  May  31,   1969  before  entry 

upon  present  office. 
Includes  salary  of  $7,888  for  period  Jon.  1  through  April  23, 

1969  before  entry  upon  present  office. 
7,315  common  and  14,400  preferred  shares  held  in  partner- 
ship. 


ALASKA  AIRLINES 

Officers:    C.  F.  Willis  Jr.,  bd.  chairmon,  chief  exec, 
officer  ond  dir.,  $46,667°,  $7,587  exp.,  41,625  common;  L. 
P.  Blotter,  pros,  ond  gen.  n-.cnager  and  dir.,  $32,970,  $2,703 
exp.,  590  common;  L.  H.  Peterson,  exec,  vp-operotions  ond 
maintenance,  dir.,  $26,548,  $3,739  exp.,  278  common;  R. 
Giersdorf,  vp-troffic  ond  soles,  $26,458,  $9,660  exp.,  100 
common;  O.  F.  Benecke>   vp-properties  and  dir.,  $25,104, 
$1,136exp.,  1,225  common; 

H.W.  Bierds,  secty.,  $20,000,  $1,024  exp.,  299  com- 
mon; W.V.  Cheek,  asst.  secty.,  $19,152,  S31  exp.;  M.  K. 
Smith,  vpond  dir.,  $25,000,  $1,933  exp.,  30,000  common; 
H.Gruening,  vp-S  .  E  .  Alasko,  $21,200,  $1,607  exp.,   1,079 
common;  G.  A.  Bodding,  vp-operotions,  Ketchikan  region, 
$19,464,  $435  exp.,  2,000  common;  E.  A.  Weber,  treos., 
$18,388,  $120  exp.; 

Directors:  R.  A.  Atwood,  $200  exp.,  3,000  common;W. 
M.  Burke,  $250  exp.,  1 00  commtxi ;  V .  D.  Forbes,  $250  exp., 
100  corrmion;  F.  de  Gunzburg,  $150  exp.,  200  common,  6,0(X) 
others;  H.  Morgolis,'800  common,  $5,000  debt  securities; R.  J.  ' 
McNeoly,  $250  exp.,  207  common,  J.  S.  Russell,  $250  exp., 
1,000  common;  S.  B.  Simmons,  $332  exp.,  15,000  common;  R. 
E.  Ellis,  $250  exp.,  11,468  common;  V/.  E.  Bullington,  $50 
exp.,  10  common  (began  Dec.  1969);  C .  R.  Steward,  $50exp., 

10  common  (began  Aug.  1969).  

^  Reflected  on  a  cosh  basis. 

AMERICAN  FLYERS 

Officers:  V.  Pigmon,  hon.  bd.  chairman,  10,000  com- 
mon; L.  J.  Hunt,  pres.  and  dir.,  $45,000,  $4,674  exp.;  H.  B. 
Richords,  vp-custo'mer  relations,  $13,917,  $3,719exp.;  8.  B. 
Biggs,  vp-morketing  and  soles,  $25,000,  $1,354  exp.;  D.  E. 
Horn,  vp-finance,  $21,000,  $1, 169  exp.;  W.  A.  Mather  Jr., 
vp-Westem  region,  $20,000,  $2,653  exp.;  D.  Chase  (resigned 
11/69),  regional  vp,  $16,500,  $2,265  exp.; 

R.  J.  Compbell,  vp-soles,  $20,437,  $5,728  exp.;  J. 
Harrington,  vp-flight,  $31,232,  $345  exp.;  R.  Orr  (resigned 
7/69),  vp,  $9,575,  $1,256  exp.;  R.  Froley,  vp-regionol  and 
osst.  lecty.  (began  10/69),  $5,270,  $1,094  exp.;  J.  R.^Smittv 
osst.  vp-sales  (begon  11/69),  $2,666;  J.  D.,Proopa,  control- 
ler (began  11/69),  $3,000,  $35  exp. 
-END- 
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Attachment    12 


IN  RESPONSE   TO  QUESTION  NUMBER  11 


TWA's  application   for  Subsidy   (attached)    and    its    response    to  DOT's 
request   for  information  concerning  actions    that  might   be    taken  by 
the   government    to   relieve    the   critical    financial   problems    faced   by 
transatlantic   operators    (also  attached)    is    responsive    to   the 
questions    raised    in   item   11. 

[Omitted.   This  application  is  contained  in  CAB  docket  26563.] 
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Attachment  13 


IN  RESPONSE  TO  QUESTION  NUMBER  18 

IWA's  costs  per  block  hour  vary  with  aircraft  type  and  average  stage  length 
of  the  aircraft.   Details  of  those  instances  where  TWA ' s  costs  are  higher 
than,  equal  to,  or  lower  than  the  industry  average  are  given  below.   We 
have  not  attempted  to  explain  the  variance  in  costs  due  to  different  stage 
lengths  of  aircraft  between  TWA  and  the  industry  average.   Other  variances 
are  explained.   The  information  was  obtained  from  the  most  recent  compre- 
hensive report  in  TWA ' s  possession,  entitled  "Aircraft  Operating  Cost  and 
Performance  Report."   The  data  is  for  calendar  years  1971  and  1972,  and  the 
report  is  published  by  the  Statistical  Division,  Bureau  of  Accounts  and 
Statistics  Civil  Aeronautics  Board,  Washington,  D.C.  20428.   Copies  of  the 
relevant  pages  of  this  report  are  attached. 


Costs  Lower  Than  Industry  Average 

a)  DOMESTIC 

B-707-100B       Crew,  Maintenance,  Fuel 

and  Oil  Costs  lower.  Off- 
set by  higher  Depreciation 
charges.  $  19.85 

B-707-300B       Crew  and  Maintenance  Costs 

lower.   Offset  by  higher  , 

Depreciation  charges.  $116.25 

B-727-200        Maintenance  costs  lower. 
Offset  by  higher  crew  and 
Depreciation  charges.  $  45.58 

L-1011  Crew  and  Depreciation  costs 

lower.   Offset  by  higher 
maintnenace  costs.  $  45.33 

B-707-300C       Crew  and  Depreciation  costs 
lower.   Offset  by  higher 
maintenance  and  fuel  costs.  $  59.60 

b)  INTERNATIONAL 

B-707-300B       Crew,  Fuel  and  Depreciation 
(Atlantic)        charges  lower.   Offset  by 

higher  maintenance  costs.  $  89.74 

B-707-3OOC       Maintenance  and  Depreciation 
Charges  lower  than  Industry 
Average.  $  55.33 
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II.   Costs  EquallinR  Industry  Average 

a)  DOMESTIC 

Aircraft  Type  Explanation 

B-707-100 
B-707-300 

b)  INTERNATIONAL 


TWA  -  Industry 
Cost  Differential 
(per  block  hour) 


III.   Costs  Exceeding  Industry  Average 

a)   DOMESTIC 

Aircraft  Type  Explanation 

B-747  Insurance    and   Engine  Main- 

tenance  Costs   higher    than 
Industry  Average 


B-727-100 


B-727-100C/QC 


DC-9-10 


CV-880 


b)   INTERNATIONAL 


B-747 


B-707-300B 
(Pacific) 


Maintenance  costs  exceed 
Industry  Average.   Partially 
offset  by  lower  Depreciation, 
Crew,  Fuel  and  Oil  Costs. 

Depreciation  charges  higher. 
Crew,  Maintenance,  Fuel  and 
Oil  costs  lower. 

Crew,  Maintenance  and 
Depreciation  Costs  higher 

Maintenance  and  Depreciation 
costs  higher.   Aircraft  no 
longer  used  by  TWA. 


Maintenance  costs  higher. 
Offset  by  lower  crew.  Fuel 
and  Depreciation  charges. 

Crew  and  Fuel  Costs  higher. 
Offset  by  lower  maintenance 
and  depreciation  charges. 


TWA  -  Industry 
Cost  Differential 
(per  block  hour) 


$117.98 


$  13.81 


$  42.35 


$  82.49 


$  47.39 


$105.73 


$  39.21 


r  ^-H^xJlU^--^  S     <^V vZ^i  >.  /  / 
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Attachment  14 


IN   RESPONSE   TO  QUESTION  NUMBER  19 


TWA's   costs   for  Rent,   Utilities   &  Communications   and  Advertising   and  Promotion 
for   the   last    five  years   are  given  below.      To  ensure   standardization   of  costs, 
the    cost    information  was   extracted    from  TWA's   annual    reports.  ~ 


DOLLAR  AMOUNTS   IN  THOUSANDS 

Year                                                                                    1969              1970  1971  1972  1973 

Rent,   Utilities   &  Communications*                 $94,659      $121,349  $136,231  $143,985  $129,074 

Advertising   and   Promotion                                      31,922          30,552  44,992  40,252  37,818 

Rent   etc.    as   a   %  of  Total   Cost                               8.69               9.66  10.81  10.47  9.8§ 

Advertising  etc.    as   a  %   of  Total   Cost               2.93               2.43  3.57  2.93  2.89 


*   Rental   costs   are   not   shown   as   a    separate    item 


^i 
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Attachment  15 


IN  RESPONSE  TO  QUESTION  NUMBER  20 


The  cost  of  carrying  one  additional  passenger  on  a  flight  assuming  that 
all  scheduled  flights  remain  unchanged  is  basically  a  variable  cost 
related  to  handling  and  processing  the  additional  passenger,   TWA ' s 
passenger  related  costs  are  different  for  domestic  and  international 
routes  and  both  vary  depending  upon  the  length  of  haul  over  which  the 
additional  passenger  is  traveling.   Generally,  at  current  yields  and 
costs,  TWA's  domestic  passenger  related  costs  are  approximately  lO/i 
of  the  additional  revenue  TWA  would  gain  from  carrying  the  extra 
passenger.   Internationally,  the  cost  is  approximately  11%  of  the 
incremental  revenue. 
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Attachment     16 


IN   RESPONSE   TO  QUESTION   NUMBER  21  a 


TWA   serves   only   the   New  York-Chicago  and   New  York-Los  Angeles  markets 

a)      The   costs   per  flight   during   the    first   nine   months   of    1974   for   these 
two  markets   are   given  below: 


COST   PER  FLIGHT 


Seat  Mile   Basis 


Fully  Variable  Fully  Variable 

Allocated  Basis  Allocated  Basis 


New  York-Chicago  $0,051  $0,033  $0,088  $0,058 

New  York-Los  Angeles  $0,032  $0,019  $0,057  $0,033 

Because   of    the  way  IVA   collects    information,   we   are   unable    to   give    the   costs   per 
flight    on  an   "incremental   cost"  basis.      The   costs   included    in   the   Fully  Allocated 
and  Variable   Basis  we   detailed   below: 

i)  Variable  Aircraft   Operating   Costs   -   crew   and   hostess   pay,    crew   expenses, 

meals,    fuel  and   oil,   variable  maintenance   and   overhaul,    in-flight   entertainment 
etc. 

ii)         Ownership   Costs    -   Depreciation,    rentals,    non-operating   expenses    (primarily 
interest   expense)    and   hull    insurance. 

iii)      Fixed   Costs    -    fixed  maintenance   and   overhaul,    fixed    in-flight   expense,    air- 
craft modifications,    other   fixed   aircraft   operating  expenses   and   general   and 
administrative    expense   applicable    to   all   aircraft   costs. 

iv)         Station  Costs    -  variable   and   fixed,    landing   fees,    etc. 

The   Fully  Allocated   costs   include   all   four  cost   elements  while    the   Variable   Basis 
costs    include   only   the  variable   or  non-fixed   costs,    i.e.    -   cost   elements    (i) 
and   part   of    ( iv) . 

DOC   costs  would    include   a   portion   of  Variable  Aircraft   Operating   Costs    (i) 
(excluding;    hostess   pay,   meals,    in-flight   entertainment)    and   Ownership   Costs    (ii) 
(excluding  non-operating  expenses   and   hull   insurance) . 
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Attachment     17 


IN  RESPONSE  TO  QUESTION  NUMBER  21b 


TWA   operates    scheduled   service    in   only    two   of   the    seven  markets    load 
factor   information  was   requested   -    the   New   York-Los  Angeles   market   and 
the   Chicago-New   York  market.      TWA ' s   passenger   load   factors    on   scheduled 
nonstop   flights    operated    in   these    two  markets   are   shown   in   the    table 
below.      This    information    is    reported    to    the   Civil  Aeronautics    Board 
monthly   in   Service   Segment   Data    Reports    (ER-586).      In  addition,    TWA   has 
reported   this    information   to   the  Civil  Aeronautics   Board   and   other 
parties   designated    in  CAB  Docket   22908   and   25990,    since   July   1974. 


TWA   Passenger  Load   Factors 
On  Scheduled   Non-Stop  Flij^hts 

New  York-Los  Angeles  Chicago-New  York 

1970  44%  47% 

1971  41%  46% 

1972  54%  48% 
1973*  53%  47% 
1974  (Jan. -Sep.)        56%                      57% 


Note:   Capacity  Reduction  Agreements  became  effective  in  the  New  York- 
Los  Angeles  market  in  October  1971  and  in  the  New  York-Chicago 
market  in  November  1973. 


TWA  operations  affected  by  ALSSA  strike  -  November  5,  1973  through 
December  18,  1974. 
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Attachment 


IN  RESPONSE  TO  QUESTION  NUMBERS  22  and  27 


The  accompanying  material  lists  TWA  applications  filed  during  the  last 
five  years  with  the  Civil  Aeronautics  Board  for  new  route  authority  and 
for  suspensions  of  service.   Any  subsequent  actions  by  the  Board  are 
also  indicated. 


/  Subconmittee  note. TWA  attached  the  actual  applications;  they 

are  omitted  as  too  lengthy  for  inclusion  into  the  record._/ 


Attachment  19 


IN  RESPONSE  TO  QUESTION  NUMBER  25 


TWA  currently  is  involved  in  three  route  purchase  or  exchange 
proceedings  which  are: 

1)  A  TWA/Pan  American  agreement  on  Ireland/Detroit  -  London/ 
East  Africa. 

2)  A  TWA/Delta  agreement  on  TWA's  Nashville  authority. 

3)  A  TWA/Pan  American  agreement  on  certain  transatlantic  and 
transpacific  routes. 

Copies  of  documents  which  TWA  has  filed  with  the  Board  in  these 
proceedings  are  attached,  -   - 

£  Subcommittee: note.— Attachments  of  TWA  have  been  omitted  as  too 
-lengthy  for  inclusion  into  the  record._/ 
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Attachment  20 


IN  RESPONSE  TO  QUESTION  ^aJMBER  28 


TWA  Aircraft  Fuel  Costs  in  absolute  terms,  and  as  a  percentage  of  TWA 
total  operating  costs  for  1970,  1971,  1972,  1973  and  the  first  nine 
months  of  1974  are  shown  below.   This  information  is  filed  with  the 
Civil  Aeronautics  Board  in  TWA ' s  quarterly  CAB  Form  41  reports. 


TWA  Aircraft  Fuel  Costs 

Amount 
(In  Thousands) 

1970  $   146,076.7 

1971  146,585.9 

1972  158,920.1 

1973  166,572.5 

1974  (Jan. -Sep.)      282,534.4 


As  a  X   of  Total 
Operating  Costs 

11 

8% 

11 

8 

11 

8 

12 

0 

21 

5 

1580 


Attachment  21 


IN  RESPONSE  TO  QUESTION  NUMBER  29 


Attached  are  TWA  revenues,  costs  and  profits  for  its  Atlantic  Division 
for  the  years  1970  through  1973  and  the  12  months  ended  September  1974. 
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INCOME  STATEMENT 
Gfoop  II  aid  Grov  III  Aii  Carriers 

Air  Carrier  Trans   World 

Ooeiraticxi   Atlantic 

Penod  FjKifidSpptpmhpr    "in,     1974 

Air  rarripr    Tranc    UnrlH 

Operab 
Peritxl 

on     Atlantic 

Ended   Spptpmhpr    30, 

1974 

OPERATING  REVENUES 

BEL 

P-3 
P-3 
P-3 

P-3 
P-3 
P-3 

P-4 

°-5.2 
P< 
P< 
P-8 
PS 
P-7 

P-4 
P-3 

P-4 
P^ 

P^ 
P-4 

QUARTER 

12  MONTHS  TO  DATE 

3901 
»Q2 
3903 
3904 
3906 
3907 
3919 
3999 

4808 

408 
4S99 

4999 

SI  00 
S400 
SBOO 

£400 
E7C0 
GSOO 

7C00 
7100 

n99 

79» 

ooo 

C993 

9100 
9E99 

97  9S 

53J 

9799 

9no 

9830 

9910 
9899 

UT, 676,484 

3901 
3902 
3903 
3904 
3906 
3907 
3919 
3999 

4808 
4893 
4899 

4995 

5100 
S400 
S500 

6400 

358,087,874 

i.sqn,  1S6 

13    ftOR    193 

iq?,7ns 

694,714 

Piopeity 

14,755.013 

48.164.892 

Chaiteiaod  special    

lI,T74,'in6 

17,737,476 

OOiet    

Total  Transport  Revenss    .... 

TianspoiI.Relatttl  Revenues: 

Section  406  Subsidy 

521,678 

1 ,757,716 

174.060.242 

460.045.365 

Othei  Transpot-Related  Rmnues 
Total  Tianspoit-RelalBJItevenues 

Total  Opeiating  Revenss 

OPERATING  EXPENSES 

3,498,401 

34,691.792 

3.498.401 

34.691.792 

177.558.643 

494.737.157 

63,381.101 

194.578.457 

21,072,290 

75.576.069 

15.163.748 

47.874.635 

Aiicraft  and  Uaffic  setvicB*  . .  f-T  1 

Promotion  and  sales    P-7  t 

General  and  ailmlnlstratl»e . . 

Depreciation  and  amortlx^cn.  . .  . 
TranspoitHelatEd    

19.853,203 

68.200.049 

20,114,505 

6700 
68X 
7000 
7100 
7199 

7999 

8100 
6999 
9100 
9699 

9796 

S7S7 
9799 

9110 

9830 

9840 
9899 

61,774,446 

7,014.750 

76,409,665 

8,085.929 

32.425,334 

2,765,909 

6,729,200 

Total  opeiating  expenses 

Opeiatint  profit  oi  loss 

NCNOPERATING  INCOME  AND 
EXPENSE-NET    V 

157.450.935 

513.517.855 

20,1071708 

18,780,698     * 

835,136     * 

7.185.576      * 

Net  income  taefoie  Incone  taxes    . . 
WCOHE  TAXES  FOR  CUR8EXT  PERIOD 

Nat  incQRie  before  special  items  . , 

SPECIAL  ITEKS: 

Special  mcooe  ciedlu  iM  a>bits  (net) 

Special  Income  tai 
cradlH  tnd  ileMU  «t«Q 

Net  income  aftei  special  Rsnts  •  .  . 
UNAPPROPRIATED  RETAINED 
EARNINGS: 
Beiinnini  ol  peilod     

19,272,572 

25.966,274      * 

•- 

1,356,000 

12,9:'5,O00      * 

17,916,572 

12,991,274      * 

- 

- 

17,916,572 

12^291.274  _* 

- 

Cash  dividends  end  othet 
asset  distiibuiions    

Stsch  divldwtu  end  tttKst 

•ainings  adjustintnts 

End  of  peilod  (including  wt  iiKOnie) 

'Denotes  inveisa  mount;  in  accomti  8)00,  9700, 
•nd  2940,  denotes  debit  aaaoi. 


Schtdule  P-l.S 


Schedule  P-1.8 


Sohodula  P-1.8 


Ba4«ct  Bu»as  No.  39-B(IIZJ 
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INCOME  STAIEMENT 
Group  II  and  Group  lU  Air  Corrlors 


tCurtw . 


OgrtMaa 


Air  CatitM . 
(IfeeraBEO, 


t>,„l^Fj.A^    fPccembcr  il.  1979   p.^^  P^U^  ■  <Oae£gysr  31.  1978 


ftMl. 


OPERATING  REVENUES 

ESP. 

TRAlfSPORT: 

P«siao<tr P-f 

U*ll*d  Suus  mall P^ 

Porvlca  fB«ll P^i 

Proptrtir PJ 

Clwntr  Md  apMUl 94 

Oetm P-» 

Totml  tiBsaport  raraaM* 

NONTRANSPOBT: 

PatftnJ  mitbtiSj 

lacblattal  mansas  (a«) IM 

Teal  oparatlac  iimaiaa 

OPERATING  EXPENSES 

Ftyloc  oswratloai P'S,7 

Halntaoaoca P^ 

Paaaaflfar  aarvica .  P'6 

Aircraft  and  Iralflc  aarrldac P-7  k  P-« 

^ooatloa  and  talat P-7  &  P-8 

Oaaaral  aod  adialiiljuOlM  ...    P-7 

Dapractalloc  aad  amortlxatlon P<4 

Total  oparatUij  aspaaaaa 

NONOPERATING  DtCCMC  AND 
EXPENSE-NET- P-3 

Nat  tncomc  t>efore  lacoBe  taxai 

INCOME  TAXES  FOR  CURRENT  PERIOD 

Nat  titc««e  bafort  apadal  itani 

SPEOAi.  ITEMS: 

Sptcial  uKomt  ccv4i:«  and  dabils  (neOP-4 

Spaclal  Ittcot&a  tai 
ctadUa  tBi  dablla  (att)    P-4 

Hat  lacona  a/ttr  apacial  Itcmt       

UNAPPROPRIATED  RETAINED 

EARNINGS: 

SatUuiUtt  of  parlod 

Caah  dl>ltf*sd>  and  ettx 

««<t  4untbiiiioRi P>« 

Slock  dtTkOvodk  tad  ra<«4aad 

laituma  adjuataaai P~4 

MM  «( OHtad  (UKta«i«  Ml  iwaat) 

*Oo*»)*«  taT*tt«  i»*uRI:  lho»«ftuii(*  1100.  4T00. 

t  Revlicd  July  2S,    1974 


3901 

1902 
3903 
3906 
»07 
Ml  9 

J<t9 


4100 
4<00 
4*00 


SlOO 
5400 
5900 
6400 
6700 
6S00 
7000 
»/»• 

rt>» 

8100 


9*40 


QDABTE? 


12  HtmHSTO  DATE 


^q.fiiq,97n.fis 


I.9?S,.173.1B 


7S.S7J.9B 


■i,B7B.6ia.fl7 


/i,<S6l3,9g^,as 


lfl6,6Ag,U 


&i, 364, 878.67 


24,609,196.42 


24.609,196.42 


78.974.075.09 


21.534.9S3.94 


13.507.350.90 


8,  W.  33?,  00 


13.180.743.68 


I?. 24?. 3^1. 05 


i.in.QU.Iff 


S.74Q.j>33^64 


84.fi08.S66.t7 


5.634. 793.0S* 


t.546.472,.73*. 


7,l<3,265.81* 


3.481.000.00* 


3,702,265.61* 


3.702.265.81* 


3901 
3902 
3903 
19M 

3907 
»19 


4100 
4600 


SlOO 
5400 
5S0O 

64X 
6700 
6100 
700ff 
rut 


3tn,'ioa,n'4  76 


n;A<?^9flH  n-; 


Ai3o,Aso,n? 


6n,?a5.fifl3.S6 


3B,?lfl,(i47.16 


■757,Jfia.?A 


633,708^63  ?7 


.Z9.Z73^,72i.3Z 


29| 273. 723.32 


462.982,486.59 


123.865.596.82 


64,656.716.74 


52.209.631.89 


».?33.940,73 
63.363.305.76 


26,572.856.58 


32.fit)3.097.02 


429^.095.  laS.  56 


■9.a4?.379,47* 


24,941.961.56 


4,538,000.00 


20^403,961.56 


20.403,961.56 


KRNMKNt  PMtNTINd  OFncil      •e«.»«a 


KKSDUL*  P.l.> 


SCHEDULE  P-l.] 


tCHKOULB  P-l.] 
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Budmi  Biir»«u  No.  J9-R032.8 


INCOME  STATEMENT 
Group  11  and  Group  III  Air  Carriers 

Air  C 
Op^ra 
Peticx 

„„„,        Trans  World 

Air  C 
Oper 
Petic 

o„i.r        Trans  World 

l„„          Atlantic 

.,i„„          Atlantic 

F„H»H    December   31,    1972 
Final 

HF„.H^rt    December   31,    1972 

Final 

OPERATING  REVENUES 

REF. 
TRANSPORT: 

Pataeager P.3 

United  Sl«t<a  nuiI                                           P-3 
Foreign  mail      .       .                                      .P-3 

Property P-3 

Chaner  and  special P-3 

Olher P-3 

Total  transport  revenuea 

NONTRANSPORT: 

Federal  subsidy 

Incidental  revenuea  (net) P-4 

TMal  nonlraiupart  revenues 

Total  operating  revenuea. . 

OPERATING  EXPENSES 
Flying  operations P-S.2 

QUARTER 

12  MONTHS  TO  DATE 

3901 
3002 

sws 

3906 
3907 
3919 
)»•« 

4100 
4600 

SlOO 
S400 
S500 
6400 
6700 
6800 
7000 

8100 
OIOO 

9706 
:'M0 

<a30 

OS40 

74,407.995.67 

3901 
3902 
3903 
3906 
3907 
3919 

4100 
4600 

"" 

SlOO 
S400 
5500 
6400 
6700 
6800 
7000 

8100 
0100 

9796 

2940 

08>0 
"840 

338.744.525.20 

4,416.461.07 

13.954.315.10 

132.753.07 

705.137.94 

10.314.571.60 

43,406,141,45 

10.570.101.51 

38.606.774.07 

180,594.73 

458,122.44   . 

100,022,477.65 

435,875,016.20 

1,433,534.88 

4, 728, 994. i6 

1,433,534.88 

4,728,994.46 

101,456,012.53 

440,604,010.66 

29,818,746.98 

113,605.587.70 

19,804,720.99 

65,268.942.74 

Paaaenger  service P-« 

Aircraft  and  traffic  servicing  .  .      P-7  at  P-8 

13,376,691.33 

52,302.160.98 

15,644.760-12  . 

60.570.391.47 

15,888,221.84 

64.550.600.09 

7,714,389.31 

30,057,025.94 

Oeprecialion  and  amortizatioo  ,  .    P-3 

.  8,373,375.26 

30,820,675.56 

110,620,905.83 

417,175,384.48 

Operating  praflt  or  loss . 

NONOPERATING  INCOME  AND 
EXPENSE-NET P-3 

Net  income  before  income  laies        . 

INCOME  TAXES  FOR  CURRENT  PERIOD 

Net  income  before  specisl  iteas 

SPECIAL  ITEMS 

Special  income  credits  and  debits  (net)P-4 

Special  income  ta* 
credits  and  debi-s  tnetl                               P-J 

Nat  inc one  after  special  iteiu 
UNAPPROPRIATED  RETAWED 

EARNINGS: 
BeginiMng  of  period 
Caah  dividends  and  other 

««ttt  distributions     .  .      ..              ...    ^4 

Stock  dividends  and  retained 

•  ateings  adjustments P-4 

End  of  period  lin.luding  net  i».-,-me> 

9,164,893.30* 

23,428,626.18 

2,676,805.48* 

9.240,601.13* 

11,841,698.78* 

14,188,025.05 

2,955,814.58* 

3,108,185.42 

8,885,884:20* 

11,079.839.63 

_ 

8.885.884.20* 

n.079.839.63 

--•tHEbULE  P.l.) 


SCHPDULE  P-),i 


SCHEMll.F.  P-1. 


1584 


INCOME  STATEMENT 
Group  il  end  Group  III  Air  Ceziiers 

An  Casiiti  _ 
Op«raUon  ^^ 
Peric»J  Ended 

Trans  l.'orld 
Atlantic  # 
Decejiber   31.   1971 

Final 

AirC 
Opei 
Penc 

arrif.          Trans  Worlti 

,„n„            Atlantic  # 

idEniJfd      December  31.   1Q71 

Final 

OPERATING  REVENUES 

BEF. 
TRANSPORT: 
PaMMger  ...                                               P«3 
United  SKirs  ma.l              ...                       P-3 
For.ijn  mm.l                                                               P-J 
Properlv                                                                 P-3 

Ch.>tn  and  jpec.l      ...   P-3 

oner .  .  .    PO 

Tolal  iranspoft  revenues 

NONTRANSPORT: 

F«d»r.;  subsidy    

Incidental  rrvanuet  (nel)  .            ..               P-4 
Total  nonitanaport  revenues 

Total  operating  revenuea                   

OPERATING  EXPENSES 

Flying  operations                                           P-5.2 
Maintenance                                                         P-6 
Paaaenger  service     ...                 P-h 
Aircraft  and  traffic  servicing            F-:  &  P-8 
Promotion  and  sales                             p.7  k  P-g 
General  and  administrative                             P-7 
Deprecation  and  amorr.eation                      P-3 

Operaiin,  profi,  o,  loss       \ 
NONOPERATING  INCOME  AND 
EXPENSE-NET .P-3 

INCOME  TAXES  FOR  CURRENT  PERIOD 

SPECIAL  ITEMS: 

Special  income  credits  and  debirs    -leDP-a 

Special  income  la. 

UNAPPROPRIATED  RETAINEC 
EARNINGS. 

Baginnin,  of  period 
Qalh  dividends  and  other 

asset  disii.boi.oni                                         P-4 
Slock  diwdends  and  reiained 

End  of  period  tincl«din|  net  IncrA* 

QUARTER 

12  MONTHS  TO  DATE 

6li.lili5.231.2'< 

3901 
3902 
3903 
3906 
3907 
3919 

4100 
4600 

SlOO 
S400 
5500 
6400 
6700 
6800 

8100 
9100 

9796 
9797 

2940 
9830 

288. 781. 689.148 

U.UliO.C^S.Sl 

13,815,0811.214 

356,109.32 

l,2li5,ll*7.2l* 

12,000.331.57 

39.052.135.05 

6, 20c, 573. 52 

2li,lUe,l8l.l9 

ie'.ei8.97 

553,085.20 

,...  i              87, 6^,6. 150. IS 

367,595,322.1*0 

l,''95,07lt.20 

u,  109, 31*11. 38    . 

.,„„                    I,l495,07lt.20 

1*, 109,31*1*. 38. 

....  ■               P9.lU.22h.^^ 

371, 701*,  666. 78 

'1,881.568.39 

92,237.51*1.16 

114,561,81*2.00 

50,062,867.1*6 

•i^or,                 10,762, £59. 01 

1*2,1*87.71*7.75 

Mnn 

llj,OliU,135.fl 

52,632,575.53 

S7IX1 

15ili21jl20.71 

58,862,0711.57 

■7,208,267.30 

21*, 317, £1*7.29 

7,921,25l'-^5 

21*,  51*8, 825. 1*7 

91,^01,067.67 

31*5, 150, 379-23 

2,66q.8!.*.sU* 

26, 551*. 267. 55 

l,9e=,li83-.12' 

7, 101, 297. 68* 

....  .              11,659,326. 66* 

10,1*52,989.87 

e,381'-000.00* 

1*, 929. 000. 00 

3,7?t,673.3U 

ll*,  523, 089.87 

S,72U.,?73.3l' 

lit,  523, 069. 87 

:o40 

ised  (■lay,    1972 


It  HEDUI.E  P-1.; 


SCHEDULE  P-1 


SCHEDULE  P-1 
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INCOME  STATEMENT 
Group  II  and  Grcup  III  Air  Carriers 


Tran«  World 


Air  Carrier 
Operation  . 
PentxJ  Ended  Deca»ber   31.    1970 


^'^Im'^^'- 


Operation Atl'mtic 


E1n«l 


Period  Ended  Oecgabgr  31  .    197Q 
Final 


12  MONTHS  TO  DATE 


51.039.325.36 


3. 903. 368. AO 


ForaiAn  mail -J 

Property P"3 

Charter  and  •pe=;=l - P-3 

Ottei ■  P-3 

Tctol  troa:prr.  rovonuos     


NONTRANSPORT: 

Ftdarsl  aubaldy  .  .  .  . 
lecifleatBl  rev«nuei  (: 
Tolsl  noctranapcrt  r 


Tolal  operating 


OPERATING  EXPENSES 

Flying  operatlcna P-5.2 

Italntoaanca .    -  P-6 

PaaaeajcT  service  P-* 

Aucral!  and  traffic  tafviclnj  .  .      P-7  k  P-8 

Proootior.  a:d  aalea     p.7  i  P-S 

Gaiwrcl  and  adainlatratlvo  ...    P-7 

Depreciation  and  aasortiiallon P-3 

Total  op-rating  expenses 


SlOO 

S400   ' 
5500  ' 
64C0 
6700   1 

esoo  I 

7000 


162.554.61 


9.773.757.93 


3.665.525.12 


141.078.93 


68.685.610.35 


931.854.99 


931.854.99 


69.617.465.34 


19.620.935.15 


9.481.482.14 


9.096.962.72 


12.160.259.09 


13.890.567.48 


5.595.333.71 


7.033.273.90 


76.878.814.19 


Opcrc::--      -of it  Of  loss 

NONOPLIIATING  INCOME  AND 
EXPENSE-NET 


7.261.348.85* 


.  p.3    '    8100 

"I 


1,396,838.28* 


Net  I 


before  Income  tmxtt  ... 

INCOME  TAXES  FOR  CURRENT  PERIOD 

Net  income  before  tpeclel  itess     

SPECIAL  ITEMS: 

Spsclat  IncoBie  credits  and  debits  (net)P-4 

Specisl  incoce  t«s 
.  credits  end  debits  (net) P-4 


Net  inccme  sXler  special  Items 
UNAPPROPRIATED  RETAINED 
•!NGS: 

E^c;.^tllng  o(  period 
Cftsh  dividends  snd  other 

•  ---t  di9tributiwi9      

dividends  end  teteined 

ecToii^s  Qd}U3tin?ni8 
End  of  period  (ir.ct-jdinc  r 


8.658.187.13* 


2.599.000.00* 


6.059.187.13* 


6.059,187.13* 


263.483.720.93 


12.969,334.21 


620.783.71 


35.125.402.61 


17.183.836.89 


335.737.40 


329.718.815.75 


2.933.477.96 


2.933.477.98 


332.652.293.73 


87.901.370.55 


38.054.979.13 


37.867.397.86 


49,590.213.94 


57.405.794.27 


20.509.880.18 


2S, 221, 391.18 


316,^51,027.11 


16,101.266.^2 


1.995.586.29* 


14.105.680.33 


3.804.000.00 


10.301.680.33 


10,301,680.33 


scHEDUu;  p.i.: 


SCHEDULE  P-I.J 
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Attachment   22 

IN   RESPONSE   TO  QUESTION   NUMBER   30 

TWA   costs   on   Transatlantic   Routes   are   higher   than   its   costs   on  Domestic 
Transcontinental    Routes    such   as   New  York-Los  Angeles   and   New  York-San   Francisco. 
To   illustrate    this  we   have    selected    to   show   in   the   attachment   both  aircraft 
operating   costs   and   variable   passenger   related   costs,    for   two  of   TVJA '  s 
aircraft    types  which  are   operated   over  both   routes    -   TWA '  s   B-707-331B 
and   TWA's   B-747-131.      This   analysis   does   not    represent   TWA ' s    total    fully 
allocated   costs   for   these   equipment    types    on    these    routes,   nor  TWA's   actual 
costs    for   operations    over   the    two   categories   of    routes.      TWA   operates    other 
aircraft    types   domestically   on   the   Transcontinental    routes,    as    the   L-1011 
and    the   B-707-131B  which   it   does   not   operate    internationally.      The   analysis 
is   only   intended    to   show   the   cost  variances   between    the   two   routes    for 
comparable   aircraft   types. 

TWA's   higher   transatlantic  aircraft   operating  costs   are   primarily  due   to 
1) higher   fuel   costs-   TWA's   cost   per  gallon  of   fuel   internationally   in 
197A   is   approximately   607.  higher   than    its   domestic   costs.      2)    higher  crew 
pay   -   TWA   has   more    senior  crews    receiving   higher  pay   in   international 
operations   and      3)    higher   landing   fees. 

TWA's   higher   transatlantic  variable   passenger   related   costs   are  primarily 
due    to      1)    higher   selling  costs    -   considerably  more   of  TWA's   international 
traffic    is    commissionable    than   its   domestic    traffic   and      2)    food   and   beverage 
costs   -   due    to   the    long   trip   length   internationally. 
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COMPARISON   OF   TWA   AIRCRAFT   OPERATING  AND   VARIABLE   PASSENGER 
RELATED   COSTS 


TRANSCONTINENTAL    ROUTES   Vs.    TRANSATLANTIC   ROUTES 
197A 


Domestic 
Transcontinental 


International 
Transatlantic 


Variance 
International 
Over  Domestic 


Aircraft   Operating   Cost      _._. 
Per  Aircraft  Mile 


B-707-331B 
B-747-131 


$3,172 
7.4A8 


$A.073 
8.529 


$    .901 
1.081 


Variable   Passenger   Related 
Costs   Per  Aircraft  Mile 
&  557,  Load   Factor 


B-707-331B 
B-747-131 


$   .349 
.877 


$    .510 
1.325 


$    .161 
.448 


Aircraft   Operating   Costs   and 
Variable   Passenger   Related 
Costs   Per  Available   Seat  Mile' 


B-707-331B 
B-747-131 


.024 
.023 


$    .032 
.027 


.008 
.004 


I 
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Attachment  23 


IN  RESPONSE  TO  QUESTION  NUMBER  33 

TWA  is  authorized  by  the  Civil  Aeronautics  Board  to  provide  service  on  an 
unrestricted  basis  between  the  California  cities  of  Los  Angeles  and  San 
Francisco/San  Jose/Oakland.   The  state  of  California  and  the  courts,  fully 
recognizes  TWA ' s  authority  to  serve  these  California  markets  and  the  Civil 
Aeronautics  Board  jurisdiction  as  these  markets  involve  interstate  air  trans- 
portation. 

TWA  provides  frequent  jet  commuter  service  between  Los  Angeles  and  San  Francisco, 

however,  in  recent  periods  all  of  TWA ' s  flights  providing  this  service  have 

also  been  involved  in  beyond  routings  with  interstate  and  foreign  air  transportation. 

TWA  is  able  to  match  the  fares  of  the  intrastate  carriers  of  California,  Pacific 
Southwest  (PSA)  and  Air  California  (AC),  as  the  courts  have  determined.   The 
Civil  Aeronautics  Board  approves,  as  required,  intrastate  local  fares,  upon 
request  to  meet  competition,  even  though  they  undercut  the  fare  structure 
established  by  them  to  be  reasonable  in  interstate  air  transportation.   TWA 
is  required  to  file  tariffs  for  local  intrastate  California  travel  with  the 
Public  Utilities  Commission  (PUC)  of  the  State  of  California. 

TWA  in  many  cases  during  the  last  few  years  has  not  kept  up  to  date  with  fare 
increases  filed  with  the  PUC  by  PSA  and  AC,  due  to  the  extremely  expensive 
procedure  of  filing  for  a  tariff  change  which  would  include  a  filing  with  both 
the  PUC  and  the  Civil  Aeronautics  Board  and  the  fact  that  the  changes  as  filed 
by  PSA  and  AC  would  not  result  in  significant  revenue  gains  for  TWA  to  offset 
the  cost  of  filing.   TWA,  thus,  has  been  often  the  carrier  offering  the  lowest 
air  fares  between  Los  Angeles  and  San  Francisco  in  the  past  two  years. 

TWA's  profitability  of  service  provided  in  the  Los  Angeles-San  Francisco  market 
has  not  been  viable.   These  results  are  not  dissimilar  to  other  carriers 
serving  the  market  including  PSA.   This  is  evidenced  by  PSA's  recent  numerous 
petitions  for  intra-Calif ornia  fare  increases. 

TWA's  profitability  in  this  market  is  shown  in  TWA's  most  recent  application    (^IM 
to  the  PUC  to  match  PSA's  tare  increase  in  the  market  filed  on  September  19,  i^TO. 
(attached).   Exhibit  II  of  that  application  indicates  TWA  profitability  in  the 
market  as  calculated  under  proscribed  Civil  Aeronautics  Board  rate  costing 
procedures  which  are  accepted  by  the  California  PUC.   That  exhibit  shows  TWA 
experienced  a  fully  allocated  loss  of  $3.2  million  in  1973.   TWA  does  not 
have  readily  available  its  profitability  on  a  DOC  or  incremental  basis. 


I 
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BEFORE  THE  PUBLIC  UTILITIES  COMMISSION 
OF  THE  STATE  OF  CALIFORNIA 


Application  of  TRANS  WORLD  AIRLINES,   ) 

INC.,  for  authority  to  increase        )     No. 

certain  intrastate  passenger  fares.    ) 

) 


By  this  application,  TRANS  WORLD  AIRLINES,  INC.,  herein- 
after referred  to  as  "applicant",  seeks  authority,  pursuant  to 
General  Order  No.  105A  of  the  Commission,  to  increase  its  intra- 
state jet  commuter  passenger  fares  in  the  manner  and  to  the  extent 
set  forth  herein.   The  increased  jet  commuter  fares  for  which 
authority  is  sought  correspond  to  those  applicable  between  com- 
petitive points  authorized  to  Pacific  Southwest  Airlines  ("PSA") 
by  Decision  No.  83415  dated  September  4,  1974  on  PSA's  Application 
No.  543P7.   In  support  of  this  application,  applicant  alleges  as 
follows : 

I. 
The  full  name  of  applicant  is  Trans  World  Airlines,  Inc. 
Applicant  is  a  corporation,  incorporated  under  the  laws  of  the 
State  of  Delaware,  having  its  principal  place  of  business  at 
605  Third  Avenue,  New  York,  New  York.   A  certified  copy  of  ap- 
plicant's Articles  of  Incorporation  are  on  file  with  the  Commission 
in  Application  No.  39809. 


1590 


II. 

Communications  with  respect  to  this  application  are  to  be 

sent  to: 

Mr.  Raymond  R.  Fletcher,  Jr. 

Vice  President  and  General  Counsel 

Trans  World  Airlines,  Inc. 

605  Third  Avenue 

New  York,  New  York  10016 

Mr.  W.  T.  Lagow 

Staff  Vice  President  -  Pricing 

Trans  World  Airlines,  Inc. 

605  Third  Avenue 

Hew  York,  New  York  10016 

Mr .  John  I  .  Adams 
Director  -  Economic  Proceedings 
Trans  World  Airlines,  Inc. 
Kansas  City  Administrative  Center 
Kansas  City,  Missouri  64153 

III. 

Applicant  is  engaged  in  intrastate  and  interstate  air 
transportation  of  passengers,  property  and  mail.   It  also  performs 
international  air  service  between  the  United  States  and  various 
points  in  Europe,  the  Near  East  and  Asia.   Its  intrastate  services 
in  California  include  service  to  and  from  I os  Angeles,  San  Francisco 
and  Oakland.   Applicant  utilizes  for  its  California  intrastate  pas- 
senger operations  Boeing  727,  707  and  747  equipment  as  well  as 
L-1011  equipment.   Applicant  operates  passenger  ticket  offices 
and  passenger  and  freight  terminal  facilities  within  the  State. 
For  a  description  of  applicant's  property  and  equipment  within 
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the  State  of  California,  reference  is  made  to  Application  No.  51511 
and  proceedings  therein  before  this  Commission. 

IV. 

Applicant's  present  jet  commuter  fares  between  Los  Angeles, 
San  Francisco  and  Oakland  were  authorized  by  Decision  No.  82909 
dated  May  29,  1974.   Th^se  fares  became  effective  June  5,  1974. 
By  Decision  No.  81752  dated  August  14,  1973,  applicant  was  auth- 
orized to  apply  and  collect  on  an  interim  basis  a  surcharge  of 
34  cents  per  passenger  for  the  purpose  of  enabling  applicant  to 
recover  the  costs  of  special  security  precautions  required  by  the 
Federal  Aviation  Agency.   By  Decision  No.  82190  dated  December  4, 
1973,  applicant  was  authorized  to  apply  and  collect  from  each  intra- 
state passenger  an  additional  12  cents  for  the  purpose  of  defraying 
the  airport  operators  cost  of  providing  law  enforcement  officers  at 
passenger  screening  points. 

V. 
The  present  and  proposed  intrastate  jet  commuter  fares,  the 
applicable  tax  and  the  resulting  amount  of  increase  proposed  are 
set  forth  in  Exhibit  I  attached  hereto. 

VI. 
By  Decision  No.  83415  dated  September  4,  1974,  the  Commis- 
sion grated  PSA  authority  to  increase  on  an  interim  basis  its 

-3- 
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its  intrastate  jet  fares  between  Los  Angeles  and  San  Francisco 
by  4  percent  (exclusive  of  passenger  screening  and  law  enforce- 
ment officer  surcharges).   It  is  well  settled  that  the  Cominission 
has  historically  considered  PSA  to  be  the  ratemaking  carrier  in 
the  California  intrastate  jet  coitunuter  market. -^   In  addition, 
the  Commission  has  noted  in  prior  decisions,  that  competition 
between  Western  Airlines,  PSA,  United  and  the  applicant  will  not 

permit  one  of  them  to  'maintain  commuter  air  fares  substantially 

2/ 
different  from  those  of  its  competitors.-^ 

Applicant  believes  that  the  public  interest  would  be  served 

by  maintaining  uniformity  of  fares  among  air  carriers  offering 

similar  commuter  services  in  the  affected  market.   Such  uniformity 

of  fares  would  maintain  historical  fare  relationships  among  the 

major  carriers  providing  intrastate  service  within  California. 

VII. 
By  reason  of  the  relatively  short  distance  involved  and 
the  effect  of  PSA's  fares  upon  applicant's  fares,  applicant's 
services  within  California  have  been  conducted  at  an  operating 
loss.   Attached  hereto  as  Exhibit  2  is  a  summary  of  the  applicant's 
losses  from  operations,  both  interstate  and  intrastate,  on  this 


1/  See  Decision  Nos .  81921  (Western  Air  Lines,  Inc.  and  81922 

(United  Air  Lines,  Inc.)  wherein  the  Commission  notes  that  PSA 
is  the  faremaking  carrier  in  the  California  corridor. 

2/  Cf.  Decision  No.  78206  in  Application  No.  52361  (Western  Airlines, 
Inc.);  Decision  No.  75899,  in  Application  No.  50847  (PSA). 
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route  for  the  twelve  months  ended  December  31,  1973.   On  the 
basis  of  traffic  during  the  twelve  months  ended  December  31,  1^73, 
application  of  the  proposed  fares  to  the  Los  Angeles-San  Francisco 
route  would  have  resulted  in  a  revenue  increase  as  set  forth  in 
Exhibit  3  hereto. 

VIII. 

In  view  of  the  dperating  losses  now  being  incurred  by 
applicant  from  its  California  intrastate  jet  commuter/coach  opera- 
tions over  the  routes  involved  and  the  desirability  of  maintaining 
a  parity  of  jet  commuter  fares  published  by  applicant  and  PSA, 
respectively,  the  Commission  is  requested  to  act  on  this  applica- 
tion without  a  hearing. 

IX. 

In  compliance  with  the  Commission's  rules,  applicant  is 
mailing  a  copy  of  this  application  to  each  of  the  parties  named 
in  the  attachment  hereto. 

WHEREFORE,  applicant,  TRANS  WORLD  AIRLINES,  INC.,  respect- 
fully prays  the  Commission  to  issue  its  order  finding  that  the  fares 
proposed  herein  are  reasonable  and  authorizing  them  to  become  ef- 
fective on  two  (2)  days'  notice  to  the  Commission  and  to  the  public 
and  to  grant  such  other  and  further  relief  as  may  be  appropriate. 


-5- 
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Dated  at  New  York,  New  York,  this  nineteenth  day 

of  September,  1974. 

Respectfully  submitted, 
TRANS  WORLD  AIRLINES,  INC. 


By 


General  Counsel 


-6- 
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VERIFICATION 


STATE  OF  NEW  YORK  ) 

)     SS  ; 

COUNTY  OF  NEW  YORK) 


Raymond  R.  Fletcher,  Jr.,  being  first  duly  sworn,  deposes 
and  says: 

That  he  is  an  officer,  to  wit.  Vice  President  and  General 
Counsel,  of  the  applicant  in  the  above  proceeding;  that  he  has  read 
the  foregoing  application  and  knows  the  contents  thereof;  and  that 
the  same  is  true  of  his  own  knowledge  except  to  matters  stated  on 
information  or  belief,  and  that  as  to  those  matters  he  believes  it 
to  be  true. 


Subscribed  and  sworn  to 
before  me  this  /  ,'  "'   day 
of  ^.-  -  '-•   -.   ■   ,  1974. 


i^CjIIu*^ 


Raymond  R.    Hatcher,    Jr , 

rice   President   and 

General   Counsel 
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ATTACHMENT 
Page  1  of  2 


LIST  OF  PARTIES  TO  WHOM  APPLICATION  HAS  BEEN  SENT 


Air  California,  Inc. 
Urbana  Square 
Corona  Del  Mar 
California    92625 


Golden  Pacific  Airlines,  Inc. 
San  Francisco  Inf 1.  Airport 
San  Francisco 
California   94128 


Hughes  Air  West,  Inc. 

San  Francisco  Int'l.  Airport 

San  Francisco 

California    94128 


United  Air  Lines,  Inc. 
P.  0.  Box  66100 
Chicago 
Illinois    60666 


American  Airlines,  Inc. 
63  3  Third  Avenue     ' 
New  York 
New  York    10017 


Western  Air  Lines,  Inc. 
6060  Avion  Drive 
Los  Angeles 
California    90045 


Cable  Commuter  Airlines 

Cable  Airport 

Upland 

California   91786 


Governor 

State  of  California 

Sacramento 

California 


Delta  Air  Lines,  Inc. 
Atlanta  Airport 
Atlanta 
Georgia   30320 


Mayor 

City  of  Los  Angeles 

Los  Angeles 

California 


Los  Angeles  Airways,  Inc. 
5901  West  Imperial  Highway 
Los  Angeles 
California    90045 

National  Air  Lines,  Inc. 

Post  Office  Box  2055 

Miami 

Florida    33159 


Mayor 

City  of  Oakland 

Oakland 

California 

Board  of  Supervisors 

Los  Angeles  County  Coutthouse 

Los  Angeles 

California 


Pacific  Southwest  Airlines 
Lindberg  Field 
San  Diego 
California   92101 


Board  of  supervisors 
Alameda  County  Courthouse 
Oakland 
California 


San  Francisco  &  Oakland 

Helicopter  Airlines,  Inc. 
Post  Office  Box  2525 
International  Airport 
Oakland,  California   94614 


Mayor 

City  of  San  Francisco 

San  Francisco 

California 
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Mayor 

City  of  San  Jose 

San  Jose 

California 

Board  of  Supervisors 

Santa  Clara  County  Courthouse 

San  Jose 

California 

Board  of  Supervisors 

San  Francisco  County  Courthouse 

San  Francisco 
California 
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Exhibit    2 

TRANS  WORLD  AIRLINES,  INC. 

Profit  and  loss  Statement 

Domestic  Scheduled  Service  -  Passenger 

Los  Angeles  -  San  Francisco 

Year  Ended  December  31,  1973 

($000) 


Description-^/ 


(1)  (2) 

Operating  Revenues  ' 

Passenger  $  6,690 

Cargo  680 

Other^  584 


Total  Operating  Revenue  $  7,954 
Operating  Expenses 

Capacity  (Except  Fuel  &  Oil)  $  5,469 

Fuel  and  Oil  3, 105 

Noncapacity  2, 577 

Total  Operating  Expense  $11,151 

Operating  Prof it/(Loss)  ($  3,197) 


_!/  Operating  expenses  and  revenues,  as  shown,  are  actual  and  have 
not  been  normalized  so  as  to  eliminate  the  impact  of  the  TWA 
work  stoppage  which  occurred  during  the  period  November  4,  1973 
to  December  18,  1973.   However,  had  such  data  been  adjusted,  the 
operating  loss,  as  shown,  would  not  have  been  materially  affected. 

2/   Includes  excess  baggage  and  incidental  revenue. 


1600 

TRANS  WORLD  AIRLINES,  INC. 

Domestic  Scheduled  Service  -  Passenger 

EFFECT  OF  THE  PROPOSED  FARE  CHANGES  ON 
REVENITES  FOR  THE  TWELVE  MONTHS  ENDED  DECEMBER  31,  197  3 

LOS  ANGELES  -  SAN  FRANCISCO  MARKET 
(NOT  STRIKE  ADJUSTED) 

Present  Fare  $  18.06 

Proposed  Fare          '  18.75 

Revenue  Increase  per  Passenger  .69 

On-Board  Passengers--  Year  End  12/31/73  305,147 

%   Intrastate  of  Total^  16.4% 

Intrastate  Passengers                               ,  50,044 

Revenue  Increase  for  Year  Ended  12/31/73  $  34,530 

Estimates  of  Strike  Adjusted  On-Board  Passenger  Volume 

On-Board  Passengers  -  Year  End  12/31/73  348,000 

%  Intrastate  of  Total^  16.4% 

Intrastate  Passengers  57,070 

Revenue  Increase  for  Year  Ended  12/31/73  $  39",  378 


1/      Percentage  of  intrastate  passengers  to  on-board  passengers 
in  this  market. 

NOTE:   Passengers  traveling  Oakland-Los  Angeles  must  travel 
over  the  San  Francisco-Los  Angeles  segment  and  are 
included  as  on-board  passengers.   Thus,  revenue  increases 
from  fares  in  the  Oakland  market  are  included  in  the 
above  calculation. 
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Attachment  24 


IN  RESPONSE  TO  QUESTION  NUMBER  34 


The  attached  documents  provide  a  detailed  discussion  of  the  factors  which 
are  involved  with  airline  scheduling, including  how  the  volume  of  capacity 
and  number  of  frequencies  are  determined.   Although  the  first  document 
was  published  some  time  ago,  its  basic  content  as  to  the  factors  involved 
with  scheduling  are  still  valid.   Since  the  major  change  which  has  occurred 
in  the  industry  since  then  has  been  the  quantum  increase  in  size  or  capacity 
of  aircraft,  the  second  document  provides  a  detailed  analysis  of  that  aspect 
in  the  present  day  environment. 

In  addition,  in  our  response  to  question  number  6,  we  have  provided  TWA ' s 
testimony  in  the  "Capacity  Reduction  Agreement  Case",  (CAB  Docket  22908), 
which  also  discusses  aspects  of  scheduling  in  the  present  day. 

The  last  document  is  an  exhibit  TWA  filed  in  the  "Capacity  Reduction  Agreement 
Case"  (CAB  Docket  22908)  which  responds  to  how  TWA  determines  its  promotion 
allocation. 


["Airline  Scheduling"  by  the  Air  Transport  Association  (1961) 
and  the  other  two  items  attached  here  are  omitted  as  too  lenghty 
for  Inclusion. ] 
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Attachment  25 


IN   RESPONSE   TO  QUESTION  NUMBER  35 

Domestically     TWA   basically   provides    two   classes   of   service    on  all 
routes        Fir^t   Class   Service   and   Coach   Service.      In  additxon      on   certain 
routes' between  certain   hours,    TVA    provides   Deluxe   Night    Coach   and   N.ght 
Coach       WA   also  provides  Economy  Class    service   between   Chicago  and  Los 
AnJeUs      Chicago   and  Denver,    and   Kansas    City   and  Los  Angeles;      Economy 
Thrift    Service   between  Los  Ingeles   and    Honolulu;      and   Jet   Commuter   ser- 
vice  between   Los   Angeles   and    San  Francisco. 

In  October   1973,    TWA   provided   a  Demand    Scheduling   class    of  service    on 
certain  designated    flights    in   eight    transcontinental  markets:       Boston/ 
Ner?ork/PhUadelphia/Baltimore/Washington-Los   Angeles/San   Francisco 
slncrjuiri^vt!   ™a  has    offered  Demand   Scheduling   fares   on   its   regularly 
scheduled   flights    in   these    same  markets. 

internationally   WA   provides  First   Class   Service   and  Economy  Service   on 
all  routes. 


1603 


Attachment  26 


IN  RESPONSE  TO  QUESTION  NUMBER  36 


The  determination  of  which  routes  and  which  flights  have  a  particular 
classification  of  in-flight  service  are  made  on  the  basis  of  time  of 
day  the  flight  operates,  the  flight  direction,  the  duration  of  the 
flight  stage  and  the  type  of  aircraft  scheduled.   TWA ' s  Passenger 
Service  Programs  Department  and  Flight  Attendant  Services  Department 
makes  these  determinations. 
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Attachment  27 


IN   RESPONSE   TO  QUESTION  NUMBER  40 

TWA   estimates    Its   expenses    for   regulatory  matters    to  be   approximately 
$100,000  a  year   exr. lading   legal   fees.        TOA   estimates    its   Congressional 
Lobbying   expenses   each   year   to   be   approximately    $1000. 


1605 


Attachment  28 


IN   RESPONSE   TO  QUESTION  NUMBER  41 


TWA's  total  number  of  revenue  passenger  emplanements  is  shown  in  the 
table  below  as  reported  to  the  Civil  Aeronautics  Board  monthly  on  CA] 
Form  41 's.    Schedule    T-1,    and   quarterly   on   Schedule   T-3. 


TWA    REVENUE   PASSENGER  ENPLANEMENTS 
1972    -    1973    -   Jan. -Sep.    1974 

TWA    Revenue   Passenger  Enplanements 


1972 


Scheduled 

Service 

(000) 


Domestic 

13,008 

International 

2,549 

System 

15,587 

1973* 

Domestic 

11,789 

International 

2,359 

System 

14,148 

Non-Scheduled 

Service 

(000) 


45 
488 
533 


112 
413 
525 


Total 
(000) 


13,053 

3,037 

16,090 


11,901 

2,772 

14,673 


1974(Jan.-Sep.) 


Domestic 

10,236 

International 

1,729 

System 

11,965 

139 
257 
396 


10,375 

1,986 

12,361 


*TWA    operations   affected  by  ALSSA    strike 
December   18,    1973. 


November  5,    1973    through 
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Attachment  29 

IN  RESPONSE  TO  QUESTION  NUMBERS  42  and  43 

Defining  a  flight  as  an  aircraft  departure  from  one  airport  flying  to 
another  airport  on  a  non-stop  basis,  the  table  below  shows  the  number  of 
TWA  flights  scheduled  to  be  operated,  and  the  total  number  of  TWA  flights _ 
operated  in  scheduled  service,  including  extra  sections.   This  information 
is  reported  monthly  and  quarterly  to  the  Civil  Aeronautics  Board  on  CAB 
Form  41. 


TWA  SCHEDULED  FLIGHT  DEPARTURES 
1972  -  1973  -  Jan.  -  Sep.  1974 

Number  of  Number  of 

TWA  Flights       TWA  Flights  Operated 
Scheduled       In  Scheduled  Service 


1972 


Domestic  282,873  280,645 

International  33,544  33,599 

System  316,417  314,244 

1973* 

Domestic  256,577  253,955 

International  31,338  31,041 

System  287,915  284,996 

1974(Jan.  -  Sep.) 

Domestic  195,356  194,419 

International  24,773  24,374 

System  220,129  218,793 


TWA   operations   affected   by  ALSSA    strike    -   November   5,    1973    through 
December   18,    1973. 
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Attachment  30 


IN  RESPONSE  TO  QUESTION  NUKBER  44 

TWA  had  the  following  number  of  persons  employed  with  the  primary  duty  of 
investigating  or  handling  passenger  problems: 

No.  of  Employees 

1972  34 

1973  36 

1974  (Jan. -Sep.)  35 

In  addition  to  the  above  which  represent  staff  personnel,  it  is  conserva- 
tively estimated  that  159  line  employees  are  engaged  in  consumer  problems 
as  a  "primary"  function. 
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Attachment  31 


IN  RESPONSE^TO  QUESTION  NUMBER  45 

WA  had  the  following  number  of  compliments  and  complaints  (comments) 
recorded: 

No.  of  Comments 

1972  35,576 

1973  37,065 

1974  (Jan. -Sep.)         34,237 
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IN  RESPONSE  TO  QUESTION  NUMBER  46 

TWA  had  the  following  number  of  complaints  recorded: 

No.  of  Complaints 

1972  21,605 

1973  20,379 

1974  (Jan. -Sep.)  19,161 


Attachment  32 
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Attachment  33 


IN  RESPONSE  TO  QUESTION  NUMBER  47 

IVJA '  s  budget  for  customer  relations/consumer  affairs  activities  (excluding 
the  amount  paid  for  claims)  was  as  follows: 

Budget 

1972  $479,231 

1973  $459,643 

1974  (Jan. -Sep.)     $425,278 

The  above  expenditures  apply  only  to  staff  functions.  We  are  unable  to 
provide  dollar  figures  related  to  the  other  159  personnel  in  line  func- 
tions mentioned  in  the  answer  to  question  No.  44. 
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Attachment  34 


IN  RESPONSE  TO  QUESTION  NUMBER  48 

TWA  paid  the  following  amount  in  claims  or  other  monetary  settlements: 

1972        1973  1974 

Miscellaneous  Traffic         N/A     $2,654,034  $1,997,240 
Handling  Expenses 

Baggage  Related  Expenses      N/A      3,256,774  2,273,401 

Service  Settlements          N/A        273,278  183,338 

$6,184,086  $4,453,979 

N/A  -  Not  Available  prior  to  January  1,  1973. 
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Attachment  35 


IN  RESPONSE  TO  QUESTIONS  NUMBER  49  AND  50 

TWA  does  not  keep  records  on  the  percentage  of  the  complaints  received 
that  requested  some  form  of  monetary  reimbursement.   Nor  does  TWA  keep 
records  of  the  percentage  of  complaints  that  were  settled  with  some  fo, 
of  monetary  reimbursement. 
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Attachment  36 


IN  RESPONSE  TO  QUESTION  NUMBER  51 


TWA  will  waive  its  tariffs  in  order  to  settle  complaints  from  mishandled 
passengers  only  by  court  order  where  our  tariffs  are  overruled.   This  has 
been  common  for  actions  in  California's  small  claims  courts. 
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Attachment   37 


IN  RESPONSE  TO  QUESTION  NUMBER  52 

When  complaints  are  received  by  TWA,  the  following  measures  are  taken  to 
prevent  recurrances. 

Copies  of  all  complaints  are  forwarded  to  local  Supervision  for  corrective 
measures  as  indicated.   On  serious  complaints,  a  thorough  investigation 
with  local  managements  at  the  source  of  the  incident  is  made.   Coordination 
with  various  Staff  functions  advising  them  of  complaint  trends.   Publication 
of  monthly  Customer  Reaction  Report  with  system-wide  distribution  highlighting 
actual  and  potential  complaint  areas.   Special  newsletters  and  system  teletype 
messages  as  required.   Station  visits  and  seminars  by  staff  personnel. 
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Attachment  38 


IN  RESPONSE  TO  QUESTION  NUMBERS  53  AND  95 

TWA  finds  that  the  following  are  the  most  frequent  types  of  passenger  com- 
plaints; 

Flight  operations  complaints  which  include  cancelled  flights,  delays  or 
interrupted  flights  are  currently  running  at  15%  of  the  total  complaints 
received  during  the  period  January  1,  1974  to  October  1,  1974.   During 
1973,  167o  of  all  complaints  fell  into  this  category.   Many  complainants 
failed  to  recognize  that  delays  due  to  weather  or  ATC  are  not  within  the 
control  of  the  airline.   Our  passenger  handling  related  to  Inconvenienced 
Passengers  due  to  flight  operations  caused  117=  of  the  complaints  received 
in  the  first  nine  months  of  1974. 

TWA's  manuals  are  enclosed  in  a  separate  attachment.   They  are  entitled 
Passenger  Sales  and  Services  Manual. 
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Attachment  39 


IN  RESPONSE  TO  QUESTION  NUMBER  54 

TWA  mishandled  the  following  number  of  pieces  of  luggage: 

Number  Of  Pieces      7=  of  Tocal  Handled 

1972 

1973 

1974  (Jan. -Sep.) 

The  above  figures  include  lost  bags,  damaged  bags  and  only  pilfered  bag 
claims  as  handled  by  Staff  Customer  Relations.   We  are  unable  to  provide 
information  regarding  the  number  of  delayed  bags. 


139,996 

0.580% 

143,865 

0.654 

115,882 

0,625 
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Attachment  40 


IN  RESPONSE  TO  QUESTION  NUMBER  55 

TWA  lost  the  following  number  of  pieces  of  luggage: 

Number  of  Pieces  %  of  Total  Handled 

1972  4,083  0.017% 

1973  4,962  0.023 

1974  (Jan. -Sep.)  2,844  0.015 
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Attachment  41 

TN  RESPONSE  TO  QUESTION  NUMBER  56 
TWA  is  unable  to  provide  information  concerning  the  number  of  delayed  bags. 
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Attachment  42 

IN  RESPONSE  TO  QUESTION  NUMBER  5  7 

TWA  damaged  the  following  number  of  pieces  of  luggage: 

Number  of  Pieces  %  of  Total  Handled 

1972  26,686  0.111% 

1973  24,473  O.IU 

1974  (Jan. -Sep.)         20,424  0.110 
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Attachment  43 


IN  RESPONSE  TO  QUESTION  NUMBER  58 

TWA  had  the  following  number  of  pieces  of  luggage  pilfered: 

Number  of  Pieces      X  of  Total  Handled 

0.00367o 
0.0034 
0.0025 


1972 

870 

1973 

738 

1974  (Jan. 

-Sep.) 

469 
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Attachment  44 


IN  RESPONSE  TO  QUESTION  NUMBER  59 

TWA  spent  the  following  amounts  to  settle  claims  for  mishandled  luggage: 

1972  N/A 

1973  $3,256,774 

1974  (Jan. -Sep.)      $2,273,401 

These  figures  include  all  baggage-related  expenses  -  loss,  damage,  pilfer- 
age, temporary  expenses,  etc. 
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Attachment     45 


IN   RESPONSE   TO  QUESTION  NUMBER   60 

TWA    spent    the    following   amounts    to  pay   claims    for    lost    luggage: 

Permanent  Loss  Temporary  Loss  Total 

1972  N/A  N/A  N/A 

1973  $1,199,032  $217,088        $1,416,120 

1974  (Jan. -Sep.)     $   734,523  $138,324        $   872,847 
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Attachment  46 


IN  RESPONSE  TO  QUESTION  NUMBER  61 

TWA  spent  the  following  amounts  to  pay  claims  for  damaged  luggage 

1972  $716,058 

1973  $862,946 

1974  (Jan. -Sep.)  $659,327 


67-378   O  -  76  -  8   (Vnl_  SI 


1624 


Attachment  47 


IN  RESPONSE  TO  QUESTION  NUMBER  62 


TWA  cannot  isolate  the  amount  spent  to  repair  damaged  luggage  from  the 
amount  spent  to  pay  claims  for  damaged  luggage  provided  in  our  answer  to 
question  61, 
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Attachment  48 


IN  RESPONSE  TO  QUESTION  NUMBER  63 

TWA  spent  the  following  amounts  to  pay  pilferrage  claims: 

1972  N/A 

1973  $128,716 

1974  (Jan. -Sep.)     $101,805 
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Attachment  49 

IN  RESPONSE  TO  QUESTION  NUMBER  64 

TWA  spent  the  following  amounts  to  pay  claims  for  delayed  bags: 

1972  N/A 

1973  $1,044,779 

1974  (Jan. -Sep.)     $   767,850 

These  amounts  include  temporary  settlement  as  well  as  bag  delivery  charges. 
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Attachment  50 


IN  RESPONSE  TO  QUESTION  NUMBER  65 

TWA  spent  the  following  amounts  to  deliver  delayed  bags  to  passengers; 

Amount 

1972  N/A 

1973  $827,691 

1974  (Jan. -Sep.)     $629,526 
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Attachment  51 


IN  RESPONSE  TO  QUESTION  NUMBERS  66  THROUGH  69 

TWA  does  not  keep  records  on: 

a)  Percentage  of  the  number  of  claims  received  exceeding  the  maximum 
liability  limits  specified  in  the  tariffs; 

b)  The  number  of  claims  that  were  denied  because  the  baggage  or  its  con- 
tents were  unacceptable; 

c)  The  percentage  of  claims  that  were  paid  in  full; 

d)  The  percentage  of  claims  that  were  denied  completely. 
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Attachment  52 


IN  RESPONSE  TO  QUESTION  NUMBER  70 


Baggage  is  accepted  from  the  passenger  at  point  of  check- in  on  the  assump- 
tion that  baggage  belongs  to  him.   The  passenger  is  provided  with  a  claim 
check  stub  upon  surrendering  the  baggage  to  TWA  and  this  serves  as  his 
proof  of  ownership  at  the  point  of  reclamation. 
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Attachment  53 


IN  RESPONSE  TO  QUESTION  NUMBER  71 


The  exhibit  attached  is  TWA's  formal  policy  of  acceptability  of  checked 
baggage.   No  copies  of  tariffs  or  of  company  policies  are  provided  to 
customers,  routinely,  though  they  are  available  upon  request. 

If  in  the  opinion  of  the  employee  assigned  the  duty  of  checking  in  passengers 
and  baggage,  a  piece  of  luggage  does  not  meet  the  criteria  for  the  acceptability 
of  checked  luggage,  the  matter  is  discussed  with  the  passenger  and  the  use  of 
either  of  the  two  attached  tags  is  employed.   A  new  ticket  envelope  outlining 
the  conditions  of  acceptance  will  be  placed  in  use  March  1975.  i 


TRANS   WORLD  AIRLINES 

RECEIVED 
DAMAGED 


□     HANDLE                    I 1     STRA 
BROKEH                  I I     BROK 


rn     TOra      QdENT      r~|  SCRATCH 
I I    OTMEB . 


LOCATION  OF  DAMAGE 


□  top   n  bottom    Qside    [~|eho 


DESCRIBE  OAMASE 


PASSENSEa'S  SIGNATURE 


FLIGHT 


TW 10-0503 


S 


FUSHT 

TW10^503 


^'fyk\i>\rj,^ 


1631 


riitNS  nrotLO  Ainmts.  inc.  15.15.01 

ASSENGER  SALES  AND  SERVICES  MANUAL  sep2774 

*      BAGGAGE  CHECK-IN 


A.   GENERAL 


1.  Mishandling  and  damage  to  baggage  both  of  which  create  unnecessary  expense  are  avoidable.  GIVE  EACH  PASSENGER'S 
BAGGAGE  THE  SAME  CAREFUL  HANDLING  YOU  WOULD  WANT  GIVEN  YOUR  BAGGAGE. 

2.  All  baggage  handling  equipment  must  be  inspected  on  a  regular  twsis  preferably  monthly  to  correct  any  conditions  which 
may  cause  damage  When  defects  are  found  the  equipment  must  be  removed  from  service  until  corrected.  When  inspection 
reveals  major  problems  which  can  use  systemwide  changes,  send  recommendations  to  Ramp  and  Commissary  Services  or 
ATO/CTO  Services  in  New  York  City 

3.  Each  piece  of  checked  baggage  will  be  tagged  with  the  proper  tag  Full  responsibility  for  correct  tagging  of  baggage  shall  be 
worn  by  the  agent  or  skycao. 

4.  Issuance  of  baggage  tabs  will  be  performed  by  TW  personnel  and  authorized  contract  agents  only  When  counters  or  carts 
are  left  unattended,  all  baggage  tags  must  be  secured,  e.  g.,  covered  to  prevent  access  and  use  by  unauthorized  persons. 

5.  The  Tariff  and  ATC/I  ATA  rules  where  applicable  must  be  followed  TWA  agents  are  responsible  for  correct  application  of 
these  rules. 

6.  Once  a  claim  stub  has  been  given  to  the  passenger  in  exchange  for  his  baggage,  TWA  assumes  FULL  responsibility  for 
carriage  including  prevention  of  loss  and/or  damage. 

7.  Baggage  will  be  accepted  for  check-in  only  if  it  will  contain  and  prevent  damage  to  the  contents.  Cardboard  boxes,  paper 
ba^  and  similar  nondurable  material  are  not  acceptable.  In  addition,  certain  items  which  allow  contents  to  be  exposed  are 
not  acceptable.  If  the  passenger  insists  upon  carriage,  refer  to  Section  1 5.32  this  manual  for  procedures. 

8.  Items  which  will  cause  damage  to  other  baggage  will  be  refused  unless  those  items  are  properly  packed 

9.  Restricted  articles  may  not  be  carried  as  checked  baggage  unless  packing  is  approved  by  qualified  TWA  personnel.  See 
Paragraph  G.  following. 

10.  Wheels,  vwhenever  possiWe,  must  be  removed  from  all  suitcases. 

11.  Extremely  heavy  or  bulky  articles  should  be  handled  by  air  freight. 

12.  Special  containers  are  provided  by  TWA  for  certain  types  of  baggage  and  should  be  used.  See  Paragraph  8.  following. 

13.  Pets  may  be  CHECKED  on  TWA  ROUTES  only 

14.  Baggage  must  tie  accompanied  by  the  passenger. 
B.    COURTESY  CONTAINERS 

1.  Courtesy  containers  are  provided  to  help  prevent  damages.  These  containers  are  provided  free  without  charge. 

2.  Local  conditions  will  determine  the  number  of  containers  to  be  keqt  on  hand. 

3.  Refer  to  the  Office  Procedures  Supply  and  Forms  Manual  (OPSFM)  for  ordering  these  items. 
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BAGGAGE  CHECK-IN 


B.  COURTESY  CONTAINERS  (Cont'd) 
4.  CONTAINERS 

P/N  NAME 


SIZE 


Guitar 

Large 

Small 

Sword 

Garment 

Sky  Kennel 

Undersea! 

Ski 

Bicycles 

Ski  Boot 


59  3/4"  X  48  3/4"  (tapered)  -  (149cm  x  122cm) 

20"  X  16"  X  12"  (50cm  x  40cm  x  30cm) 

12"  X  4'A"  X  4'/i"  (30cm  x  11cm  x  1 1cm) 

48"  X  6"  X  6"  (120  cm  x  15cm  x  15cm) 

42"  x  23  3/8"  X  5"  (105cm  x  58  5cm  x  12  5cm) 


19"  X  15"  X  6%"  (47.5cm  x  37.5cm  x  16cm) 
(including  ski  poles) 


a.  4096 
b  4097 
c     4098 

d.  4099 

e.  4102 

f.  4104 
g  4105 
h  4107 
1.  4108 
j.     4109 

C.    BAGGAGE  ALLOWANCES 

1.    FREE  ALLOWANCES 

a.     Domestic  U.  S.  including  HNL  and  GUM 

(II  No  bag  may  exceed  150  pounds  or  160  inches  total  dimensions.  Baggage  exceeding  either  limit  must  be  handled  as 
air  freight. 

NOTE;   Baggage  carried  to  and  from  the  U  S.  Mainland  and  HNL/GUM  may  not  exceed  70  pounds  or  80  inches. 

(2)  Excess  charges  apply  to  any  baggage  exceeding  70  pounds  or  the  dimensions  listed  below. 

(3)  All  checked  and  carry-on  baggage  must  be  included  in  the  count. 
(41  Allowance,  (each  piece  may  not  exceed  70  pounds): 

(a)  62  inches  total  dimensions. 

(b)  55  inches  total  dimensions. 

(c)  45  inches  total  dimensions.  This  piece  may  be  checked  or  carried. 

b.    International 

All  baggage  including  carry-on  with  certain  exceptions  must  be  weighed. 

EXCEPTIONS:  One  umbrella,  camera  or  binoculars,  books  for  reading  in  flight,  baby  food,  orthopedic  devices, 
handbag  and  overcoat.  (1)  Economy  passengers  are  allowed  44  pxDunds  or  20  kilograms.  (2)  First 
class  passengers  and  certain  government  and  military  tickets  are  allowed  66  pounds  or  30  kilograms 
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*   *  BAGGAGE  CHECK  IN 
C.  BAGGAGE  ALLOWANCES  (Cont'd) 
2.  EXCESS  CHARGES 

a.  Domestic 

(1)  The  rate  applres  to  EACH  piece  in  excess. 

(2)  Any  piece  which  exceeds  70  pounds  but  is  less  than  150  pounds  or  which  exceeds  80  inches  but  is  less  than  160 
inches  is  charged  twice  the  applicable  rate.  (Not  applicable  U  S  Mainland  to  and  from  HNL/GUM.) 

(3)  Applicable  rates  are  based  upon  the  one  wav  adult  coach  fare. 

Under  S25.00  -  charge  per  piece  is  $6.00. 
$25.01  to  $50.00  -  $7.00  per  piece. 
$50.01  to  $1 20  00  -  $8  00  per  piece. 
$120.01  to  $200  00  -  $9  00  per  piece. 
Over  $200.00  -  $10.00  per  piece. 

b.  International 

(1)  There  is  r>o  weight  or  size  restriction,  however,  extremely  heavy  articles  or  bulky  articles  should  \>e  sent  as  air 
freight. 

(2)  The  charge  per  kilogram  in  excess  is  equal  to  one  percent  of  the  one-way  adult  first  class  fare. 

c      All  animals  are  earned  as  excess  and  are  not  included  in  tree  allowance. 

(1)  Domestic  at  twice  the  applicable  domestic  excess  charge. 

la)  Checked  baggage. 

(b)  Cabin  carriage  rates  are  based  upon  the  first  class  fare  (see  Section  03.44). 

(2)  International  is  paid  on  the  total  wei^t  of  the  container  and  animal. 

d.    There  are  other  items  which  have  special  excess  rates  applied.  A  list  of  these  items  both  for  domestic  and  international 
travel  should  be  available  to  each  agent  at  check-in  locations 

0.    EXCESS  VALUATION 

1.  Excess  valuation  is  the  value  attached  to  checked  baggage  which  exceeds  the  value  indicated  by  applicable  Tariff  ($500  in 
United  States  travel  and  approximately  $20.00  per  kilogram  in  international  travel).  This  IS  NOT  INSURANCE  but  allows 
TWA  to  pay  more  than  the  prescribed  limit  in  event  of  a  total  loss. 

2.  When  excess  valuation  is  declared,  the  agent  will  examine  the  baggage  and  record  any  visible  damage  using  the  Received 
Damaged  Tag,  Form  PAS-3506  On  the  excess  valuation  coupon  write  "Received  Damage  Tag  "  and  tag  number(s). 

3.  Refer  to  Section  07.31  for  proper  ticket  preparation. 

4.  Excess  valuation  MAY  NOT  be  declared  on  pets. 

5.  Excess  valuation  applies  only  to  baggage  checked  on  TWA  and  may  not  be  applied  to  interline  transportation. 
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*  *    BAGGAGE  CHECK-IN 

E.  PETS 

1.  Refer  to  Section  15  60  for  pets  carried  in  aircraft  hold  as  checked  baggage. 

2.  Refer  to  Section  03  44  for  peu  carried  in  tfie  cabin  of  ttie  aircraft. 

3.  INTERLINE  transfer  of  pets  IS  PROHIBITED 

F.  CLOSEOUT 

1.  Closeout  limit  will  be  established  at  every  airpon  after  which  baggage  should  not  be  accepted  at  the  counter  or  loading  on 
the  applicable  flight  Because  that  tirT>e  will  depend  upon  the  time  taken  for  processing  baggage  through  the  outbound 
facility  and  loading  it  on  the  scheduled  departure  and  may  vary  at  each  airport. 

2.  A  ten  minute  minimum  will  be  observed  at  all  stations. 

3.  Maximum  cutoff  times  where  required  should  be  competitive. 

4.  The  closeout  time  will  be  uniform  throughout  a  given  station. 

5.  Passengers  insisting  on  checking  baggage  after  the  closeout  time  are  handled  under  the  Voluntary  Separation  procedures 
(refer  to  Section  15.31) 

G.  RESTRICTED  ARTICLES  CARRIAGE 

1.  Some  items  cannot  be  carried  as  checked  baggage  or  within  checked  baggage  or  even  within  the  aircraft.  The  following 
cover  such  carriage;   I  ATA  Resolution  308/CAB  17  Rules  90,  16C/Tariff  60,  or  Air  Tariff  1,801,  Sections  4  and  7. 

2.  lATA  RESOLUTION  308:    RESTRICTED  ARTICLES 

For  safety  reasons,  restricted  articles  such  as  those  listed  below,  shall  not  be  carried  in  passenger's  taggage  without  consent 
of  and  prior  arrangements  with  carrier,  except  that  medicinal  and  toilet  articles  in  small  quantities  which  are  necessary  or 
appropriate  for  the  passenger  during  the  journey,  such  as  hairsprays,  perfumes  and  medicines  containing  alcohol  may  be 
carried  without  prior  approval: 

Compressed  gases  (flammable,  nonflammable  and  poisonous) 

Corrosives  (such  as  acids,  alkalis  and  wet  cell  batteries) 

Explosives,  munition,  fireworks  and  flares 

Flammable  liquids  and  solids  (such  as  lighter  or  heating  fuels,  matches  and  articles  which  are  easily  ignited) 

Oxidizing  materials  (such  as  bleaching  powder  and  peroxides) 

Poisons:   radioactive   materials;  other  restricted  articles  (such  as  mercury,  magnetized  material,  offensive  or  irritating 

materials) 

3.  A  list  of  restricted  articles  should  be  available  at  each  baggage  check-in  location. 
H.    FIREARMS  (Refer  to  Section  01  15) 

I.     BICYCLE  CARRIAGE 
1.     GENERAL 

a.  Bicycles  will  be  accepted  for  carriage  provided  they  follow  Paragraph  1.2.  following. 

b.  TWA  as  with  other  specialty  items  maintains  full  liability  for  safe  carriage  and  provides  special  vinyl  bags.  P/N  4108. 
in  which  the  bicycle  must  be  packaged 
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*   *     BAGGAGE  CHECK-IN 
I.     BICYCLE  CARRIAGE  (Cont'd) 
2.    ACCEPTANCE 

a.  Handlebars  are  rotated  90  degrees. 

b.  Pedals  turned  inward  or  removed. 

c.  All  acconnpanying  protrusions  such  as  racks,  baskets  and  babv  seats  are  removed. 

d.  Anv  sharp  points  must  be  wrapped  or  protected  so  that  they  will  not  cause  damage  to  other  baggage. 

e.  Bicycles  must  be  packed  in  a  container  provided  by  the  passenger  or  the  bicycle  t)ag,  P/N  4108. 

f.  Bicycles  will  be  carried  at  the  single  piece  excess  rate,  domestic  and  irKluded  as  part  of  the  weight  allowance, 
international. 

J.    CHECKIN 

1.  At  most  airports,  baggage  may  be  checked  at  the  ticket  counter,  gate  and  curbside.  In  some  cities,  satellite  check-in  is 
available  such  as  Kensington  Terminal.  London. 

2.  THE  APPROPRIATE  BAG  TAGS  SHALL  BE  USED 

a.  For  travel  solely  on  TWA  and  on  one  flight  the  Online  Strap  Check.  Form  PAS270.  or  Open  Destination  Tag. 
PAS  3508,  shall  be  used  (refer  to  Sections  15.06  and  15.07).  The  specialized  Received  Damaged  Tag,  Form  PAS-3506, 
will  be  used,  when  applicable. 

b.  For  travel  on  two  or  more  TWA  flights  with  a  connection,  the  Online  Transfer  Tag,  Form  PAS270T,  shall  be  used 
(refer  to  Section  15.08).  The  Received  Damaged  Tag  will  be  used,  when  applicable. 

c.  For  travel  involving  other  carriers  as  part  of  the  itinerary,  only  the  Interline  Transfer  Tag,  Form  ATA63,  shall  be  used 
(refer  to  Section  15.09). 

3.  Agents  at  station  In  groups  A.  8,  E  and  F  per  the  City  Performance  Report  (CPR)  are  required  to  identify  baggage  tags 
completed  by  them  through  use  of  their  initial,  validated  numbers  or  other  locally  assigned  identifying  mark  (refer  to 
Sections  1 5.06  thru  15.09  for  location  of  the  identification  on  the  baggage  tag). 

4.  TOUR  GROUPS  AND  SPECIAL  PARTY  BAGGAGE 

a.  This  is  identified  by  using  a  rubber  stamp  or  boldly  printed  notation  in  pencil,  ink  or  grease  pencil,  the  work  tour. 

b.  At  the  destination  the  bags  so  identified  are  expedited  through  the  claim  area  and/or  through  Customs  to  be  grouped 
together  for  ease  in  identification  by  the  tour  group  leader. 

5.  CHECKING  BAGGAGE 

a.  All  strap  checks  from  previous  trips  must  be  removed  from  the  baggage. 

b.  Select  the  correct  tag  (refer  Paragraph  J. 2.  preceding). 

e.  Baggage  must  be  checked  to  the  passenger's  final  ticketed  destination  with  certain  interline  exceptions  noted  in 
Paragraph  K.  following. 
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*   BAGGAGE  CHECK-IN 


J.     CHECK-IN  (Cont'd) 


5.    CHECKING  BAGGAGE  (Cont'd) 

d     Passenger's  baggage  will  accompany  the  passenger  on  the  same  flight 

e.  Coat  hanger  hooks  or  garment  bag  hangers  must  be  secured  with  Baggage  Tape.  Form  PAS  265.  Baggage  tags  will  be 
secured  by  inserting  them  between  the  necl<  of  the  hooks  and  below  the  tape.  If  garment  bags  are  carried  in  boxes 
specifically  provided,  the  above  procedures  are  not  necessary.  The  baggage  tags  will  be  secured  to  the  outside  of  box. 

f.  Baggage  tag  entries  shall  be  made  with  a  dark  marking  device  except  on  carbonized  Interline  or  Online  transfer  tags 
where  entries  must  be  made  with  b'lllpoint  or  hard  lead  pencils.  ENTRIES  MUST  BE  LEGIBLE. 

g.  All  bags  checked  by  TWA  must  carry  AT  THE  MINIfi/IUM  the  initials  of  the  owner  on  the  outside.  It  is  preferable  that 
the  passenger  complete  the  entire  identification  label. 

(1)  The  agent  upon  receivmg  the  bag,  if  identification  is  not  visible,  shall  give  the  owner  enough  name  tags  (Form 
PAS-2410  or  other  TWA  provided  tags)  and  request  that  he  complete  these  labels  so  that  they  may  be  attached  to 
the  bag.  Where  ground  hostess  staffing  is  available,  this  should  be  the  job  of  the  ground  hostess  prior  to  the 
passenger  reaching  the  check-in  position 

(2)  Illustration  (PAS 2410) 


TWA 

rr 

Nmi. 

Nombn 

Ham 

Arfdnu 

Oemidlie 

Adran* 

Oy-Cudvl-VilU 
T«lai>t<<»i«              

CsuOfy-Piu-Pan 

(3)  The  tag(s)  should  be  placed  on  the  top  of  the  bag   If  the  passenger  objects  to  labels  on  top  or  sides  of  the  baggage, 
they  will  be  placed  on  the  bottom  of  the  bag 

(4)  Reservations  and  Sales  Office  personnel  shall  inform  all  passengers  of  their  requirements  for  outside  passenger 
identification  and  where  possible  supply  identification  tags 

h.  Articles  which  resemble  air  freight  or  air  express  shipments  will  be  wrapped  with  Baggage  Tape,  Form  PAS- 265. 
Examples  of  such  articles  are:  boxes,  instruments  carried  in  containers,  wooden  crates,  etc.  This  step  is  extremely 
important  during  holiday  seasons. 


(1)  Illustration 
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•  ♦  BAGGAGE  CHECK-IN 

J.    CHECK  IN  (Cont'd) 

5.    CHECKING  BAGGAGE  (Cont'd! 

h.     (Cont'd) 

(2)  Agent  will  apply  baggage  tape  to  any  article  checked  as  baggage  and  resembling  air  cargo. 

(31  A  re^lar  baggage  tag  will  be  tied  securely  or  affixed  with  baggage  tape  on  the  outside  of  the  article 

i.  Agent  who  tags  ttie  baggage  shall  direct  the  passenger's  attention  to  the  number  of  bags  checked,  the  routine  of  the 
baggage,  transfer  points,  flight  numbers  and  destinations.  Agents  will  look  at  the  claim  checks  when  reciting  ttie 
information  to  the  passenger  to  be  sure  that  the  agent  has  completed  the  tag  correctly: 

"We  have  checked  your  two  bags  to  date.  Your  baggage  will  be  transferred  at  Chicago  from  Flight  1 18  to  Flight  1 24" 

j.     For  articlei  which  are  dannaged  when  received,  refer  to  Section  15.33 

k.    For  articles  not  acceptable  for  carriage  in  their  present  packed  condition,  refer  to  Section  15.32. 

■  I.     For  baggage  to  be  checked  short  of  the  passenger's  ticketed  destination,  refer  to  Section  15.31 

m.  Enter  the  number  of  pieces  and  weight  in  the  "Baggage  Check/Unchecked"  box  on  the  passenger's  ticket  for 
international  travel  only  (refer  also  to  Section  07.27). 

NOTE:  This  information  must  be  on  EACH  coupon  covering  the  trip  over  which  the  baggage  is  checked. 

K.   CHECK-IN -TRANSFER 

1.  Procedures  in  Paragraph  J.  preceding  apply.  In  addition  one  more  of  the  following  may  apply. 

2.  There  are  minimum  online  and  interline  connecting  times  at  each  airport.  The  OAG  is  the  tt>ost  accurate  source  of  these 
times.  Baggage  may  not  be  checked  as  transfer  baggage  at  a  station  where  the  actual  time  between  flights  is  less  than 
mininfHjm  allowable  connection  time. 

3.  ONLINE  TRANSFER 

».     The  Online  Transfer  Tag.  PAS-270T.  shall  be  used. 

b.  Always  use  the  correct  airport  code,  for  example:  JFK.  never  NYC. 

c.  Baggage  will  be  checked  to  the  final  destination  provided  each  transfer  departs  within  four  hour^  of  the  previous 
arriving  flight  and  the  flight  departs  from  the  same  airport  of  arrival,  except  in  New  York  City  where  transfer  is 
provided  between  LGA  and  JFK,  both  directions. 

d.  Baggage  can  be  tagged  for  international  to  U.  S.  and  U.  S.  to  international  flights  provided  the  flights  arrive  and  depart 
from  the  SAME  AIRPORT  except  as  in  Paragraph  K.3.C.  preceding. 

NOTE:  Passengers  at  all  U  S   ports  of  entry  and  many  international  ports  of  entry  must  clear  customs  prior  to 
continuing  the  onward  domestic  journey. 
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*   *    BAGGAGE  CHECK-IN 
K.   CHECK-IN  -TRANSFER  (Cont'd) 
4.     INTERLINETRANSFER 

a.  The  Interline  Transfer  Tag,  Form  ATA63,  shall  be  used. 

b.  Use  the  city  name  (or  code)  and  where  more  than  one  airport,  indicate  the  airport  code  after  the  city,  e.  g.,  NYC/JFK. 

c.  Only  TWA  and  carrier?  listed  in  Section  30.10  may  be  used.  For  carriers  not  included  in  the  rate  ayeements.  Section 
30.10,  the  baggage  will  be  checked  only  to  the  destination  at  which  the  passenger  will  board  that  carrier  Passengers 
must  be  told  that  his  baggage  is  not  checked  to  final  destination 

d.  At  many  ports  of  entry,  all  U.  S.  included,  baggage  must  clear  local  customs  prior  to  the  ongoing  domestic  journey. 

e.  Interline  checking  of  pets  is  PROHIBITED, 

f.  Interline  baggage  will  tie  checked  to  the  final  destination  except; 

(1)  Point  of  stopover 

(a)  Domestic  -  Passenger  stopover  exceeds  next  available  flight  to  his  destination  or  a  stopover  which  exceeds 
four  hours,  whichever  comes  first. 

(b)  International  -  Passenger  stopover  exceeds  the  next  available  flight  to  his  destination,  six  hours  or  where 
interline  baggage  checking  is  not  allowed. 

(c)  Where  interairport  transfer  must  be  made  and  no  authorized  inter-airport  transfer  exists. 

(d)  Where  the  outtxsund  carrier  does  not  participate  with  TWA  in  an  interline  baggage  agreement. 

(2)  To  and  from  Demand  Scheduled  Flights 

(3)  To  which  excess  baggage  charges  have  been  paid. 

g.  Baggage  transferring  at  BOM  (Bombay)  to  destination  outside  India  must  clear  Indian  customs  at  BOM. 
h.     Intransit  passengers  through  the  U.  S.  must  have  their  baggage  cleared  at  the  U.  S.  Custon^  Port  of  Entry. 
i.     Cannot  have  excess  valuation  applied. 

5.    DOMESTIC  TO  INTERNATIONAL  OR  INTERNATIONAL  TO  DOMESTIC 

a  International  passengers  originating  at  U.  S.  domestic  stations  and  holding  continuing  space  on  international  flights  out 
of  the  U.  S.  gateway. 

(1)  They  shall  have  their  tiaggage  checked  through  to  the  international  flight  from  the  U.  S  origin  station. 

(2)  If  tiaggage  is  destined  within  the  country  the  passenger  must  be  advised  that  he  may  have  to  claim  his  bag  and  clear 
through  customs  prior  to  transferring  to  the  local  flight.  At  some  airports,  the  passenger  in  addition  must  transfer 
his  own  baggage  to  the  domestic  outbound  carrier. 

(3)  Baggage  may  not  t>e  checked  between  airports  except  as  in  Paragraph  K.S.c.  following. 

(4)  International  baggage  rules  (free  allowance  and  excess)  apply  to  the  ENTIRE  journey. 

b.  Passengers  originating  at  international  stations  and  holding  continuing  space  on  domestic  flights  from  the  U.  S.  ftxt  of 
Entry. 

(1)  Their  baggage  will  be  checked  through  to  the  U.  S.  destination  unless  an  ongoing  carrier  is  not  part  of  the  rate 
agreement,  (refer  to  Section  30.10). 
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♦   ♦   BAGGAGE  CHECK  IN 

K.    CHECK  IN  -  TRANSFER  IConfd) 

5      DOMESTIC  TO  INTERNATIONAL  OR  INTERNATIONAL  TO  DOMESTIC  (Cont'd) 

b.  (Cont'd) 

(2)  Passenger  must  be  reminded  that  the  baggage  must  clear  through  U.  S.  Customs  at  the  Port  of  Entry  and  then 
returned  to  TWA  for  transfer 

(3)  Baggage  may  not  be  checked  between  airports  except  as  in  Paragraph  K.5.C.  following. 

(4)  International  baggage  rules  (free  allowance  and  excess)  apply  to  the  ENTIRE  journey. 

c.  Baggage  Transfer  Between  Airporis 

(1)  Baggage  may  not  be  checked  for  inter  airport  transfer  unless  the  transfer  is  done  by  scheduled  helicopter  service. 

(2)  Authorized  yound  service  is  available  only  in  New  York  Oty  between  JFK  and  LGA  and  LGA  and  JFK.  It  is 
provided  by  Carey  Limousine 

(a)  Bacp  may  be  checked  through  LGA  to  either  TWA  or  Pan  American  at  JFK. 

(b)  Bags  may  be  checked  through  JFK  to  all  carriers  at  LGA. 

(c)  Baggage  checked  between  the  two  airports  must  have  the  words  "Carey  Limousine"  clearly  written  on  the 
correct  transfer  stub  of  Form  PA&270T  or  ATA63  depending  on  the  passenger's  routing. 
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Attachment  54 


IN  RESPONSE  TO  QUESTION  NUMBER  72 


Generally,  uniformed  personnel  either  TWA  or  others  under  contract  to 
TWA  are  assigned  to  baggage  claims  areas  upon  arrival  of  a  flight.    It 
is  felt  that  the  presence  of  these  personnel  act  as  a  deterrent  to  those 
inclined  to  steal  luggage.   All  unclaimed  luggage  is  removed  from  the 
claim  area  and  secured  in  a  hold  room  or  baggage  service  office.   Positive 
claim  procedures  are  also  employed  on  a  limited  basis. 
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Attachment  55 


IN  RESPONSE  TO  QUESTION  NUMBER  73 


The  passenger  initially  reports  to  TWA  property  missing  from  a  checked  bag. 
This  report  is  made  in  person  at  the  nearest  TWA  airport  baggage  service 
office,  ticket  or  sales  office. 

A  baggage  service  report  (PAS  38)  and  alleged  pilferage  report  (PAS  39)  are 
prepared  from  this  private  passenger  interview. 

While  tracing  for  the  missing  property  and  notification  to  TWA  Regional 
Security  officer  is  in  process,  the  passenger  is  advised  to  submit  a  written 
letter  of  claim,  describing  the  loss,  providing  value  of  claim  and  proof  of 
value.   This  letter  of  claim  is  addressed  to  the  local  Manager  -  Passenger/ 
Customer  Services  for  handling  by  the  local  baggage  service  office.   Most 
claims  are  handled  to  completion  locally.   Claims  exceeding  local  management 
authority  and  interline  claims  are  referred  to  the  headquarters  Customer 
Relations  Department. 

All  claims  are  reviewed  within  the  provisions  established  by  the  domestic 
and  international  passenger  rules  tariff  and  processed  and  concluded  within 
these  guidelines. 

Generally,  TWA  will  honor  a  pilferage  claim  provided  we  are  given  a  timely 
report  of  the  incident,  and  there  is  an  indication  of  mishandling,  such  as 
delayed  delivery  or  damage  to  the  bag. 
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Attachment  56 


IN  RESPONSE  TO  QUESTION  NUMBER  74 


The  average  length  of  time  required  for  TWA  to  settle  a  claim  for 
lost  or  pilfered  baggage  is  approximately  60  days.   Temporary 
settlements  are  made  "on  the  spot". 
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Attachment  57 


IN  RESPONSE  TO  QUESTION  NUMBER  75 


There  is  no  definite  way  of  determining  the  validity  of  a  claim.   However, 
certain  claims  become  suspect  when: 

a.  A  late  report  of  loss  is  filed. 

b.  Essential  documentation  requested  of  the  claimant  is  not 
provided. 

c.  Obvious  discrepancies  appear  in  the  file. 

In  such  cases,  involving  suspected  fraud,  the  claim  is  investigated  by  using  the 
Baggage  Claim  Central  File  System  which  records  and  stores  names  of  persons  who 
submit  claims  to  the  airlines.   This  computerized  system  will  indicate  claimants 
who  have  had  two  or  more  claims  with  the  airlines  within  a  two-year  period.   Our 
decision  to  grant  or  deny  a  claim  is  judgmental  and  depends  on  the  information 
received  from  the  Central  Files  System.   (This  system  is  available  to  all  air- 
lines).  Information  contained  in  the  Baggage  Claim  Central  File  System  is 
available  to  the  passenger  upon  request. 
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' TRANS  WORLD  AIRLINES.  Inc. «05  rm.o  >iv(Nut 

NEW  roiiK,  N«W  rORK,  U.S.*.   100I« 


December  30,  1974 


Mr.  Stephen  Breyer 
Subcommittee  on  Administrative 

Practice  and  Procedure 
United  States  Senate 
Washington,  D.  C.    20510 


Dear  Mr.  Breyer: 


Please  replace  TWA ' s  response  to  question  number  75  with  the 
following  attachment  numbered  57. 


attachment 


AROUND  TMf  WORIO  U.S.4.  •  fUROPE  •  UtKA  •  ASIA  •  PACIfIC 
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Attachment  57 


IN    RESPONSE   TO  QUESTION  NUMBER  75 


TWA's   procedures    for  handling  claims   are    set    forth   in   the  manuals 
enclosed  with  Attachment   77. 
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Attachment  58 


IN  RESPONSE  TO  QUESTION  NUMBER  76 


TWA ' s  procedure  for  confirming  reservations  during  periods  when  the  com- 
puters are  down  depends  on  the  duration  of  time  that  the  computers  are 
inoperative.   The  reservation  agent  completes  the  reservation  request  in- 
formation form  which  is  standard  operating  procedure  at  all  times.   When 
the  computers  are  down  for  a  short  duration,  the  reservation  request  in- 
formation is  fed  into  the  computer  as  soon  as  it  is  operational  and  the 
customer  is  then  called  as  to  the  status  of  his  request.   When  the  com- 
puters are  down  for  longer  durations,  the  reservation  request  is  tele- 
typed  to  TWA ' s  central  reservations  inventory  control  in  Kansas  City 
where  the  status  is  determined  through  manual  inventory  procedures  and 
teletyped  back  to  the  requesting  local  reservations  office.   The  customer 
is  then  called  and  informed  of  the  status  of  his  reservations  request. 
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Attachment  59 


IN  RESPONSE  TO  QUESTION  NUMBER  78 


The  average  lapse  of  time  required  for  TWA  to  process  refunds  on  unused 
tickets,  or  to  refund  T:  ,   -'lustments  on  partially  used  tickets,  varies 
according  to  method  of  payment. 

Immediate  refunds  are  available  to  passengers  at  airport  ticket  offices 
or  city  ticket  offices  if  the  ticket  was  purchased  by  cash  or  by  check 
and  the  amount  is  less  than  $200.00. 

If  the  amount  was  $200.00  or  greater  or  the  method  of  payment  was  by  com- 
mercial credit  card,  the  average  lapse  of  time  required  to  process  the 
claim  is  between  3-5  work  days  from  the  date  of  receipt  of  the  claim  in 
Kansas  City. 

There  are  unique  cases  particularly  those  involving  lost  tickets  or 
tickets  involving  other  airlines  which  may  require  up  to  45  days  of  pro- 
cessing time.   This  extra  time  is  spent  gathering  information  and  obtain- 
ing authorizations  prior  to  refunding  the  claim. 

Approximately  740,000  claims  are  expected  to  be  received  and  processed 
this  year.   Of  the  total,  approximately  140,000  claims  or  18.17o  will  be 
immediately  refunded  at  airport  or  city  ticket  offices  whereas  approxi- 
mately 600,000  claims  or  81.17=,  will  require  processing  in  Kansas  City  by 
TWA ' s  Passenger  Revenue  Accounting  Department. 
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Attachment  60 


IN  RESPONSE  TO  QUESTION  NUMBER  79 

TWA  presently  has  agreements  with  a  number  of  hotel  chains  and  car  rental 
companies  to  provide  a  convenience  to  its  customers  of  one  call  reserva- 
tion service  under  which  the  customer  can  make  his  airline  reservations, 
hotel  reservations,  and/or  car  rental  reservation  through  TWA. 

These  agreements  have  been  entered  into  with  provisions  that  TWA  will  be 
fully  compensated  by  the  hotels  or  car  rental  companies  for  the  additional 
costs  to  TWA  of  providing  these  reservation  services,  including  a  provision 
for  profit.   Studies  conducted  by  TWA  have  found  that  the  current  cost  of 
providing  hotel  reservation  service  to  its  customers  is  approximately  $2.50 
per  hotel  booking  and  the  cost  of  providing  car  rental  reservation  service 
is  about  $1.50  per  booking.   Depending  upon  the  agreements  with  the  various 
hotel  chains,  TWA  receives  between  $2,50  and  $5.00  per  booking.    TWA 
receives  from  a  minimum  of  $2.50  per  booking  to  a  maximum  of  157.,  of  the 
car  rental  price  from  the  car  rental  companies,  depending  upon  the  agreements 
TWA  has  with  the  various  car  rental  companies. 

TWA  does  not  maintain  data  on  the  number  of  passengers  who  made  arrangements 
for  such  services  through  its  reservations  services.   Car  rental  companies, 
however,  have  determined  that  five  out  of  every  1,000  passengers  make  a 
booking  for  a  car  rental. 
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Attachment  61 


IN  RESPONSE  TO  QUESTION  NUMBER  80 

TWA ' s  procedure  for  notifying  passengers  of  a  schedule  change  is  as 
follows:   Once  the  schedule  change  is  issued  by  TWA ' s  Scheduling 
Department,  it  is  sent  to  TWA ' s  Central  Reservations  Control  in  Kansas 
City  which  determines  the  assignment  of  appropriate  passenger  re- 
accommodations  for  confirmed  passengers.   Affected  passenger  lists 
are  then  generated  by  computer  and  sent  to  the  TWA  controlling  reservations 
offices  for  passenger  notification  or  teletyped  to  non-automated  cities 
and  other  airlines  for  passenger  notification.   The  passengers  are  then 
contacted  at  the  telephone  numbers  or  other  means  of  contact  information 
provided  at  the  time  of  the  passenger's  initial  reservation. 
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Attachment   62 


IN  RESPONSE  TO  QUESTION  NUMBER  81 


The  exhibit  attached  is  TWA ' s  formal  policy  on  replacement  of  lost 
or  stolen  tickets  and  their  ultimate  refund. 


1651 


TliNI   WOILO  AltUHit,  IMC.  14.07  01 

£y^lilf    ^JL  PUSSEKGER  sales  and  services  IIIUAL  MaM372 

-V  ♦♦    LOST  OR  STOLEN  TICKETS- REFUND  OR  REPLACEMENT 

Passenger  Refunds  is  primarily  responsible  for  the  policies  and  proceduret  in  this  section. 

A.  REQUEST  FOR  REFUND  OF  LOST  OR  STOLEN  TICKET(S) 

If  I  purchaser  of  a  TWA  ticket  appears  at  a  TWA  ticket  office  and  rtports  the  loss  of  a  previously  purchased  ticket  due  to 
robbery,  burglary,  theft,  or  mysterious  disappearance  and  requests  the  refund  of  such  tickef(s).  the  following  procedures  shall 
apply 

Complete  Form  A  69  C.  Application  for  Refund  or  Replacement  of  Lost  Ticket,  in  accordance  with  following  procedures: 
(Form  is  illustrated  m  paragraph  "C"  following.) 

(A  tariff  ruling  requires  that  a  refund  may  only  be  processed  if  the  claim  it  submined  no  later  than  thirty  days  after  expiration 
of  the  ticket.) 

1.  Complete  section  1  or  2.  3  and  5  of  Form  A  69  C 

2.  Advise  applicant  that  a  refund  check  will  be  issued  or  appropriate  account  credited  (when  applicable),  as  quickly  as  the 
ticket  number  can  be  substantiated  by  the  Finance  department.  This  will  normally  require  approximately  forty  five  days. 

3.  Assure  appropriate  signatures  have  been  affixed  to  Form  A  69C. 

4.  Distribute  completed  form  to:  (indicated  on  bottom  section) 

Original  (»»»iite)         -  Supervisor  ■  Passenger  Refunds 
Duplicate  (canary)     -  To  applicant 
Triplicate  (pink)         -  Local  ticket  office  file. 

B.  REQUEST  FOR  REPLACEMENT  OF  LOST  OR  STOLEN  TICKET(S) 

If  a  purchaser  of  a  TWA  ticket  appears  at  a  TWA  ticket  office  and  reports  the  loss  of  a  previously  purchased  ticket  due  to 
robbery,  burglary,  theft,  or  mysterious  disappearance  and  requests  the  replacement  of  such  ticket(s),  the  following  procedures 
shall  apply: 

1.    Complete  Form  A-69-C,  Application  for  Refund  or  Replacement  of  Lost  Ticket,  in  accordance  with  following  procedures: 
(Form  is  illustrated  in  paragraph  "J"  following.) 

a.    Tickets  Sold  Withm  Continental  United  States  or  Canada 

Replacement  ticket  may  be  issued  providing  the  original  ticket  numt>er  is  known  and  so  entered  in  section  1  of  Form 
A-69C 

(1)  Complete  sections  1,  4  and  5  and  the  'TWA  Representative"  lines  in  lower  right-hand  section  of  Form  A-69-C. 
(TWA  representative  is  person  so  designated  by  the  general  manager  to  approve  issuance  of  replacement  ticket.) 

(2)  Request  ticketing  details  from  Passenger  Records,  filKC.  Include  following  information  in  such  requests: 

When  a  portion  of  the  ticket  has  been  used  on  TWA: 

MKCTA 

LASTL  041200 

ADZ  LOST  TKT  JOHN  DOE  F148-03JAN   LAS-NYC,  TKT  PURCH  JAN  03  AG  279  (or  travel  agency  name 

and/or  number) 

FORM  OF  PYMT  CASH 

When  no  portion  of  ticket  has  been  used  on  TWA,  or  if  TWA  flight  information  is  unknown: 

MKCTA 

ADZ  LOST  TKT  JOHN  DOE  PURCH  JAN  03  AG  279  (or  travel  agency  name  and/or  number)  FORM  OF  PYMT 

CASH 
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♦   ♦    LOST  OR  STOLEN  TICKETS -REFUND  OR  REPLACEMENT 

B.    REQUEST  FOR  REPLACEMENT  OF  LOST  OR  STOLEN  TICKET(S) 

1.     (Confdl 

a     Tickets  Sold  Within  Continental  United  States  or  Canada  (Cont'd) 

(31  Replacement  ticket  must  be  annotated  "NonRefundabie-Lost  Ticket  Reissuance," 
(4)  Distribute  Form  A-69-C  as  follows: 

Original  (white!  -  attached  to  auditors  coupon  of  replacement  ticket  and  forward  with  ticket  agents  report  to 
appropriate  Finance  office. 
Duplicate  (canary)  -  To  applicant. 
Triplicate  (pink)  -  Local  ticket  office  file 

b.    Tickets  Sold  Outside  the  Continental  United  States  and  Canada 

Replacement  ticket  may  be  issued  providing  the  original  ticket  number  if  known  and  so  entered  in  section  1  of  Form 
A-69-C.  (See  exception  procedure  outlined  in  paragraph  "(3)"  below.) 

(1)  Complete  sections  1.  4  and  5  and  the  "TWA  Representative"  lines  as  outlined  in  paragraph  "lad)"  preceding. 

(2)  Ticket  office  where  loss  is  reported  shall  request  ticketing  details  from  selling  office  as  follows: 

LISRO  LiSAB 

ROMRO 

ADZ  LOST  TKT  JOHN  DOE  PURCH  TWA  LISTI  (or  travel  agency)  JAN  29 

Example  of  reply: 

ROMRO  LISAB 

LISRO 

RE  LOST  TKT  JOHN  DOE  NR  015  263  466879  ROUTING/FARE  RT  Y  LISROM  $185.60  TAX  $1.10  TTL 

$186,70  FORM  OF  PAYMENT  CASH  CURRENCY  PORTUGUESE  ESCUDOS 

(3)  In  extreme  cases  where  ticket  number  cannot  be  obtained  from  selling  office,  the  following  shall  apply: 

(a)  Verify  to  agent  satisfaction  that  a  TWA  ticket  was  issued. 

(b)  Complete  A-69-C  sections  1,  2,  4  and  5. 

(c)  Require    identification,    that    indicates   permanent   address   and   signature   of   applicant,    such    as   Passport, 
operator's  license  or  other  positive  means. 

(d)  Approval  of  general  manager  or  designated  alternate  as  outlined  in  paragraph  "l-a(l)"  preceding. 

(4)  Replacement  ticket  must  be  annotated  "Non-RefundableLost  Ticket  Reissuance." 

(5)  Refer  to  paragraph  "1a(4)"  for  distribution  of  Form  A-69-C. 

2.    Execute  notification  procedures  as  outlined  in  PSSM  10.30. 
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♦    ♦    LOST  OR  STOLEN  TICKETS- REFUND  OR  REPLACEMENT 
C.    APPLICATION  FOR  REFUND  OR  REPLACEMENT  OF  LOST  TICKET,  FORM  A-69C 

1      ILLUSTRATION 


14.07.03 
Mar-13-72 


ritANS    WOULD   AlKUMeS.  IHC.  ~..... ,.-,. 

APPLICATION  FOR  REFUND  OR  REPLACEMENT  OF  LOST  TICKET 

FOU  ««FUNO   OI»   WKPUACCMBNT   OF   TWA  TICKETS   ONLY 

.,1   gn.4  IPC'    ca' !'•  •   '••v'    '■   >•>!•<•-•"   •>  •><•   ■•>>•   l'  '■••  i"-'**'   CO'Xon   ol   T.ini     «cM     t.H.n.,      Lc     '.cIkiIiI  d>ict.b«d 

d     .-^  ..q^.f  -a  ■»•  1  '•fwd  »'  '•pl.t.-.nt    <.«.«bT   PEPRESCNTS  TMAT    TM E   TICKET'S)  IS(ARE)  OWNED  BT    THE   APPLICANT  AND 
vEI  NOT   BEEN  jitD  B»  MIN     »N0   TMAT  iTTMETI  HAS'MAVEl  BEEN  LOST,  STOLEN    OR  DESTROTED 


1    LOST  TICKf T  IDfMTIFICATION 
...,'C....o      015 


2    IF  LOST  TICKET  NUMBER  1$  MOT  KMOWN.  COMPLETE  THIS  SECTION  ' 


3   COMPLETE   3A  OR  3B,  HOT  tOTN 
3A     REFUND 


»... 

.,„.c 

. 

.... 

C»EO'T 

, 

■ 

.... 

"W 

/;:.%' 

.".'.V. 

=  •• 



* 

'"" 

'" 

TO 

3B     NOREFUMD  -  REPLACEMiHT  TICKET  tSSUtP  WITHOUT  CHARGE 


T,c-E    .u-.e.        015 


4    THE  APPLICANT  UHDERSTA«S  AND  AGREES  THAT: 


I  c  ■» 


0    IN  CONSiOEB*TiOM  QF  TMt   P»*t*ENT  OF   TMf   BEF 


,^ ^,.,    _,  .    .,     ,__jESTEO  OB  OF   THE  ISSUANCE  OF  9EPLACEMENT   TiCKETfS)   WITHOUT    CHaSCE. 

.  r,t   «".-.. -^^ ■  ~   --  REIM8UBSE   Tfl*MS  ■OSLO  a'RLINES,  INC     FOR  THE  AMOUNT  OF  SUCH  REFUND  OR  THE  VALUE  OF  REPLACEMENT 

TiCKETiSi   ANO   POR   ANT  OTHER  LOSS  OR  EiPENSE     ihCLUDINC   REASONABLE   ATTORNEYS'  FEES.  RESULTING   FROM  ThE    PRESENTATION 
OF   THE   LOST   -tCcET'S,  FOR  T  RahSPORT*  TiON  OR  REFUND  BT  ANY   PERSON   WHOMSOEVER      TRANS  iQt 
SUME    ANT   L  ABILITY   FOR   FAILURE   TO   IDENTIFY   THE    PERSON    PRESENTING  THE   LOST   TiCKETISI  FOR 
BEING  THE   -RJE  C«NER  OF   THE   TiC^ET'Si 


NES    (NC 


i  OR   REFUND  i 
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♦    ♦  LOST  OR  STOLEN  TICKETS  -  REFUND  OR  REPLACEMENT 

C.    APPLICATION  FOR  REFUND  OR  REPLACEMENT  OF  LOST  TICKET,  FORM  A-69-C  (Cont'd) 

2     The  service  charge  of  SB  00  assessed  for  processing  and  handling  (section  4B  of  Form  A-69-C)  will  not  be  refunded  in  the 
event  the  passenger  later  finds  the  ticket  reported  lost. 
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Attachment  63 


IN  RESPONSE  TO  QUESTION  NUMBER  83 

TWA  reports  to  the  Civil  Aeronautics  Board  monthly  data  on  the  number  of 
passengers  who  were  denied  boarding  on  flights  for  which  they  had  confirmed 
reservations  or  valid  tickets  (including  no  record  passengers)  in  CAB  report 
Form  251.   We  have  summarized  these  reports  for  your  convenience  below. 


Number  of  Passengers  Denied  Boarding  Jan. -Sep, 

on  Flights  Booked  1972*       1973        1974 


TWA  Domestic    Operations  8,069  5,455  6,939 

TWA    International    Operations  4,169  1,202  1,605 

Total  12,238       6,657      8,544 


Total  Passengers  Carried  15,557,115   14,147,603   11,964,626 

Passengers  Denied  Boarding  on 
Flights  Booked  as  a  \   of  Total 

Passengers  0.079%      0,047%      0.071% 


*   January-November  based  on  TWA ' s  top  15  stations. 
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Attachment    64 


IN   RESPONSE   TO  QUESTION   NUMBER  84 


TWA    reports    to    the    Civil  Aeronautics    Board  monthly   data   on    the    number   of 
passengers    that  were   eligible    for   denied   boarding   compensation    in   CAB 
report    form   251.      We    have    summarized    these    reports    for  your  convenience. 


Number   of   Passengers   Eligible    for  DBC. 


1972* 


1973 


Jan. -Sep. 
1974 


TWA   Domestic   Operations 

TWA   International   Operations 


2,983 
433 


2,654 
256 


3,507 
592 


Total 


3.416 


2,910 


4,099 


Total   Passengers    Carried 


15,557,115  14,147,603        11,964,626 


Passengers  Eligible    for  DBC   as   a 
%   of   Total   Passengers   Carried 


0.022% 


0.021% 


0.034% 


*  January-November  based   on  TWA ' s    top   15    stations. 
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Attachment    65 


IN    RESPONSE   TO  QUESTION   NUMBER   85 

TWA    reports    to    the    Civil  Aeronautics    Board   monthly   data    on   the    number   of 
passengers    that  were   not   eligible    for  denied   boarding   compansation  be- 
cause   of  equipment    substitutions    in   CAB   report    form   251.      We    have    summar- 
ized   these    reports    for  your  convenience. 

Jan-Sep 
1972*  1973  1974 

TWA   Domestic   Operations                        686                    246                   463 
TWA    Intemation  Operations  0  0  7 

Total  686  246  470 

*   January-November   based    on   TWA ' s    top   15    stations. 
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Attachment  66 


IN  RESPONSE  TO  QUESTION  NUMBER  86 


TWA  reports  to  the  Civil  Aeronautics  Board  monthly  data  on  the  number  of 
passengers  that  were  not  eligible  for  denied  boarding  compensation  be- 
cause of  government  requesition  of  space  in  CAB  report  form  251.   We  have 
summarized  these  reports  for  your  convenience. 

Jan-Sep 
1972*      1973       1974 

TWA  Domestic  Operations  3  0  0 

TWA  International  Operations        0  0  8 

Total  3  0  8 

*   January-November  based    on  TWA ' s    top    15    stations. 
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Attachment     67 


IN    RESPONSE   TO  QUESTION   NUMBER  87 


TWA   does   not   keep    records    on   those   passengers    that  were   not 
eligible    for   denied   boarding   compensation    for    failure    to   meet 
check- in  or   ticketing    requirements. 


Attachment  68 


IN   RESPONSE   TO  QUESTION  NUMBER  88 


TWA    reports    to    the    Civil   Aeronautics    Board   monthly   data   on    the   number   of 
passengers    that  were   not   eligible    for  denied   boarding   compensation  be- 
cause  TWA  was   able    to   re-book   them   on  a    flight    scheduled    to  arrive  within 
two  hours    of    their  original   flight    in   CAB   report    form  251.      We   have    sum- 
marized   these    reports    for  your  convenience, 

Jan-Sep 
1972*  1973  1974 

TWA  Domestic   Operations  4,397  2,555  2,969 

TWA   International   Operations  3,736  946  998 

Total  8,133  3,501  3,967 

""January-November  based   on  TWA '  s    top   15    stations. 
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Attachment  69 


IN  RESPONSE  TO  QUESTION  NUMBER  89 

TWA ' s  total  amount  spent  to  pay  DBC's  to  passengers  in  the  period  1972  to 
September  30,  1974  is  shown  in  the  table  below. 

TWA  DBG  Payments 
to  Passengers 

1972  $388,496 

1973  283,959 

1974  (January-September)  296,513 

Total  $968,968 


Attachment    70 


IN  RESPONSE   TO  QUESTION   NUMBERS    90,    91   &   92 


TWA   presently  does   not    offer  a    conditional    reservation   service 
such   as    "leisure   class". 
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Attachment  71 


IN  RESPONSE  TO  QUESTION  NUMBER  93 


In  cases  where  a  passenger  holds  a  ticket  with  an  "OK"  status  and  we  have 
no  record  of  the  reservation,  we  assume  that  the  ticket  is  correct  and 
that  there  has  been  an  error  in  the  reservations  system.   Accordingly,  all 
passengers  holding  "OK"  tickets  are  accepted  in  order  of  appearance  at  the 
ticket  lift  point  until  it  is  found  that  the  aircraft  is  full  to  capacity. 
Later  passengers  holding  "OK"  tickets  are  considered  refusals  and  are 
afforded  denied  boarding  compensation  if  applicable. 
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Attachment  72 


IN  RESPONSE  TO  QUESTION  94 

"Bumped"  passengers  are  those  travelling  on  a  "no  reservations"  status  and 

are  cleared  only  to  the  next  airport  in  the  line  of  flight.   As  such,  they 

are  not  entitled  to  denied  boarding  compensation.   See  attached  exhibit. 
Order  of  Removal. 

/  Subconmittee  note.— For  response  to  Question  95  of  the  questionnaire, 
see  TWA's  response  to  Question  93. _/ 
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-"-fyk 


I  Q]  J  _>  T«JWS    WOULD    *IIILIHeS.    I"C. 

GROUND  SERVICE  MANUAL/MARKETING 


03.45.01 
Nowll-74 


PRIORITY  FOR  LOADING  AND  OFFLOADING 


DOMESTIC  ROUTES 

Classifications  of  passengers,  mail,  express,  freight,  and  COMAT  to  be  adhered  to  in  determining  portions  of  an  available  load 
which  will  be  removed  lor  refused)  from  flights. 


Order 

Order 

of                                                 Classification 

of 

Classification^ 

Removal 

Removal 

1 COMAT  and  Nonrevenue  Air  Freight 

14 

■  Passengers  Positive,  Space  Not  Confirmed,  Classes  5-2. 

2 Passengers  Space    Available.    Class    12-2.   12-1.    11-3. 

5-1,  4/7,  4,  4  0,  3-3,  3-1,  3,  2-4,  2  3,  2-2.  1-3.  1-2,  1 

11-2.  11-1.  10  2,   tO-1.  9ICIass  9.  9-1.  or  9/7  are  equal 

and  1A. 

-  remove  according  to  seniontyl,  8  2,  8-1,  8-0,  7-1, 

15 

-   Stand-Bv    Revenue    Passengers    (Other    than    Military 

6-3,  6-2,  6-1,  4,7,  4,  4-0,  3-3.  3-1,  3    2-1,  1-3,  1-2,  1 

Stand-Bys  and  Separates) 

and  1  A  iremoval  -n  order  listed) 

16 

-  Thru  Request  Passengers 

3 XCA  -  Space  Available 

17 

-  Tour    Conductor    -    Gratis    —    Positive    (When    not 

4 ACM  -  Space  Available 

conducting  tour) 

5 Surface  Mail  (Parcel  Airlift  PALI 

18       -■ 

•   Passengers  Positive,  Space  Confirmed.  Classes  5-Z  5-1, 

6 RIMAT  RED 

4/7,  4,  4-0,  3-3.  3-1,  3,  2-4,  2-3.  2-2.  1-3,  1-2.  1  and 

7 Air  Freiijtit 

1A. 

lal  General  Classification 

19 

■  P.  0.  Air  Travel  Commission  (Green) 

(bl  Signature  Service 

20-... 

-   U.  S.  Priority  (Air)  Mail  and  Primetime  Container  Mail 

Id  Diplomatic     Pouches     (Other     than     U-  S.    State 

(PC) 

Department) 

21 

-   U.  S.  State  Department  Pouches  (See  also  7  (c)) 

(dl  Dated  Periodicals 

50  lbs.  radioactive  isotopes  -  See  Note  1 

(el   Film 

22 

-   Reduced  Rate  Passengers 

If)   Press  Material 

23 

-  Passengers  Positive.  Space  Not  Confirmed.  Class  1-1 

(g)  Perishables 

24  ■    - 

-  Confirmed  Revenue  Passengers  •• 

(h)  Radioactive  Isotopes,  Medical 

(a)  Travel  Agent  -  Industry  Reduced  Rate 

III    Live  Animals 

(b)  Coach  or  Economy 

(j)    Human  Remains 

(cl   First  Class 

(k)  Shipments  Accorppamed  by  Attendants 

25  ...  . 

■  Passengers  Positive.  Space  Confirmed,  Class  11  ••• 

8 Whole  Human  Blood 

26... 

-  Tour  Conductor  —  Gratis  —  Positive  (i/Vhen  conducting 

9 Adult  Stand-Bv  Fare  Passenger  (CABl 64) 

tour) 

10 Military  Stand-Bv  Passengers  (including  separates) 

(al  Travel  Agent  -  ATC  Training  Travel 

11 Daylil^t  Mail  Container  (DC) 

(b)  Travel  Agent  -  Familiarization 

12 Air  Freight  (Booked) 

(c)  Travel  Agent  Inaugural  Gratis  Ticket  CAB  Auth. 

13 Air  Express 

Letter 

(a)   Livestock 

27  . 

-   Passengers  Positive.  Space  Confirmed,  Class  2-1 

(b)  Radio  Isotopes  (Medical) 

28    ■■  ■ 

-  Company  Dispatch  Mail 

(c)    Human  Eye  Shipments 

29 

•    AOG  Shipments 

30 

•    XCAP  -  Positive 

31 

■  ACMP  -Positive 

NOTE  1:   The  U.  S  Postal  Service  permits  50  POUNDS  of  radioactiv 

isotopes  p 

lority  over  all  mail.  Hovwver.  air  carriers  are  restricted  to 

quantity  limitations  based  on  transport  index  units.  Refer  to  Tariff  6D, 

CAB  82  fo 

details. 

•For  regulations  and  procedures  governing  pass  classifications,  refer  Management  Po 

icy  And  Procedure  Manual.  Chapter  13. 

••Within  the  two  class  of  service  groups,  off-loading  shall  be  in  the  follow 

ng  order: 

1.    Online  locally  txjarded  passengers 

2.      Inbound  connection  passengers 

3.     Through  passengers 

•••TWA  nonofficer  members  of  the  Board  of  Directors  and  their  families  a 

re  not  subject  to  removal.  Also  refer  to  PSSM  (oversales). 

During  the  December  hi^  volume  mail  period  (normally  December  1 

through  December  24),  there  may  tx  deviations  on  a  limited  number  ; 

of  flights  as  specified  m  Marketmg/Sales  and  Services  Bulletins. 

If  apparent  overload  condition  becomes  known,  in  which  all  confirmed 

passengers 

jnd  all  available  mail  cannot  be  carried  because  of  weight,   ' 

JFKWQ  shall  be  contacted  to  final  load  disposition  if  Flight  Dispatcher  and  Captain  are  unable  to  provide  a  solution  to  the  problem.                 j 

U.  S.  State  Department  Pouches  are  identified  by  block  letters  notation 

on  pouch ' 

Dept.  of  State." 

Certain  passholders  will  not  have  TWA  seniority,  in  which  case  access  to  aircraft  is 

n  order  of  check-m  but  after  passes  of  same  classification    . 

wtiich  show  senioritv- 

Equipment  of  professional  sports  teams  when  shipped  as  air  freight  ft 

ust  be  loaded  on  the  same  flight  being  used  by  team  unless  otherwise 

directed  by  the  team's  management. 

- 
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03.4§.02 
Nov  11  74 


re/NS    WOKLO    4l«llNfS.    INC. 

GROUND  SERVICE  MANUAL/MARKETING 

PRIORITY  FOR  LOADING  AND  OFF-LOADING 


INTERNATIOWAL  ROUTES 

Classificatio'-.s  of  passengers,  ^ail,  carijo  and  COiVA"! 
removed  (or  refused)  from  ■.■.gh-.i. 


De  adhared  tc  in  -Jetern-.i"  ng  portions  of  an  available  load  v/hich  will  be 


Order 

Order 

of                                                Classification- 

of                                                    Classif.tation- 

Removal 

F.emovai 

1 COMAT  aid  .-.onrsvs  .ue  Air  Freight 

16 Stand-By  Full  Fare  Revenue  Pasrengers 

2 Passengers  Space  Available.  Classes   12-2    !2-l     11-3. 

17 Thru  Request  Passengers 

11-2.  11-1.  lC-2.  10-;.  9-7.  9-1.9.  S-2   S-'    S-0   3    V-I, 

16 Tour  ConduC'or  -  100%  Gratis  -  Positive  (when  NOT 

6-3.  6-2  and  6  1  .rer-oval  t  orde.  iistedi. 

cct.d  iCling  a  tour  group! 

3 XCASoace  Ava-ab-c 

19 Pass-^.-gers  Positive,  Space  Confirmed,  Classes  5-2.  5-1. 

4 Passengers  S;;ac«  A.a.laoie,  Classes  4-7.  4,  4-0,  3  3, 

4-7.  4.  4-0,  3-3,  3-1,  3.  2-4.  2-3.  2-2.  i-3.  1-2.  1  and 

3-1,  3.   2-1,    1-3.   12,   1   and   1-A    W^mo:3-   i :  ord?.- 

1A. 

listed). 

20 P.  0.  Air  7-3vel  Commissio-  IGreeni 

5 ACM  Space  Ava.iaoe 

21 Reduced  Rate  Passengers  -  75%  "• 

6 Space    Avaiiabie    Compan/    Materia:    (E:^JOplan    Air 

22 Air  Mail 

Lines) 

23 Diplomatic      Pouches      (U.S.      State      Department) 

7 Surface  Airl.fl   Ma.l  iPAL/SAM)    Letter  n-.ai'  m  green 

{Foi'Jvaroed  as  mail) 

sacks,    parr?'s     .-    red    sacks     Leave    gree-    SAV    ON 

24---    -    RedjCfcd  i^ate  Passengers  -  50%  Fares" 

BOARD  If  pcss'b'c 

25  ■    •  ■     Passengers  Fcsidve.  Space  Mot  Confir-ned,  Class  1-1 

8 RIMAT  RED 

50  lbs.  radioactive  isotopes  -  See  Note  1 

9 Reduced  Bate  Ccmpany  Material  -  Othc-  A. rimes 

26 Confirmed  Revenue  Passengers^^ 

10 General  Air  ."freight 

(a)  Travel  Agent  -  Reduced  Rate 

11 (a)   Air  Freight  -  Booked 

(b)  Tourist  or  Economy 

lb)  Dated  penod'cals 

(c)  First  Class 

(c)  Perishables 

27 Passengers  Positive,  Space  Confirmed,  Class  1-1^^* 

(d)  Films,  Press  .'.Material 

28 Tour       Passengers      whether      traveling      with      tour 

(e)  Watch  and  '.Vatch  Parts 

conductor,  other   members  of  tour  or  inoependentiy 

If)   Oiplomat.c  Pouches  shipped  as  freight 

23 Tcur    Conducior    -    100%    Gratis    -    Posifve    (when 

Ig)  fladioacfve  Isotopes.  Med.cal 

conducting  a  tour  group) 

(h)  Human  B  ocd 

(a)  Travel  Agent  -  ATC  Training  Travel 

li)    LiveAn.nals 

(b)  Travel  Agent  -  Familiarization 

(j)    Human  Rer-ains 

(c)   Travel  Agent  -  Inaugural  G.-atis  Ticket  CAB  Auth. 

12 Military  Ordinary  Mail 

Letter 

13 Passengers  Pcsit,/e.  Space  Not  Confirmed.  Classes  5-2, 

30 Class  21  Positive  Space 

5-1,  4-7,  4.  4-0.   3-3.  3-1.  3,  2-4,  2-3.  2-2.  1-3.  1-2.  1 

31 Company  Dispatch  Mail 

and  lA  Iremovai  m  order  listed). 

32 AOG  Shipment 

14 Space  Availab  e    Reduced   Rate  Passengers   -   75% 

33 XCAP     Positive 

15 Space  AvailaD.s  Reduced  Rate  Passenger  -  50%  Fares 

34 ACMP-  Positive 

NOTE  1:   The  U.  S.  Postal  Service  permits  50  POUNDS  of  radioactn 

e  isotopes  priority  overall  mail.  However,  air  carriers  are  restricted  to 

quantity  limitations  based  on  transport  index  units.  Refer  to  1  ATA  Restricted  Articles  Manual  fo"-  details.                                                                 1 

•For  regulations  and  proc^durps  governing  pass  class'f  ca'icns.  refer  Ma 

lagement  Policy  And  Procedure  Manual. 

••Within  the  groups  indicated   off-loading  shall  be  in  the  following  order 

1.     Online  locally  bearded  passengers 

2.     Inbound  connect  or  passengers 

3.     Througn  passengers 

•••TWA  nonofdcer  members  of  ire  Board  o(  Directors  ard  their  families 

are  not  subject  to  removal   Also  refei-  to  PSSM  'oversales). 

U.  S.  State  Department  Pouches  are  identified  by  block  letter  notation  on  pouch  "Dept    of  State."  When  sent  as  mail,  mill  have  U.  S.  mail      | 

label  anached 

Ceftain  passholders  wit:  net  have  TWA  seniority,  >r  vvhich  case  ace 

ess  to  aircraft  .s  m  orae;  of  check-m  but  after  passes  of  the  same 

classification  which  show  seniority. 
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Attachment   73 


IN   RESPONSE    TO  QUESTION  NUMBER  96 


TWA    is    unable    to   provide    information   concerning    the    cost    of 
amenities    to   delay   passengers. 


Attachment    74 


IN   RESPONSE    TO  QUESTION  NUMBER  97 


TWA's   procedure    for   communicating   flight    information    from    the   aircraft    to 

reservations  and  other  personnel  responsible  for  giving  information  to 

the  public  is  a  simple  straight  forward  operation.   The  flight  status  is 

radioed  from  the  aircraft  by  the  crew  to  TWA's  operations  section  at  the 

arriving  airport.   The  information  is  then  put  into  TWA's  PARS  reservation 

system  which  can  be  immediately  accessed  by  all  reservation  personnel 

and  gate  personnel  having  access  to  the  reservations  system.   Delays,  however, 

occur  primarily  with  aircraft  crews  sending  flight  status  information 

which  occurs  particularly  frequently  during  congested  periods  because  of 

the  crews  primary  responsibility  of  flying  the  aircraft  under  safe  conditions 

and  maintaining  contact  with  ground  controllers. 
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Attachment  75 


IN  RESPONSE  TO  QUESTION  98 


Delayed  passengers  are  kept  apprised  of  flight  information  and  relative 
amenities  according  to  check  list  offered  as  an  exhibit. 


TKAH5    WOULD    AlKUNtS.    IMC. 

PASSENGER  SALES  AND  SERVICES  MANUAL 

INCONVENIENCED  PASSENGERS 


03.54.05 
Jun-14-74 


D.    EXPENSES 


Type  of 
Expense 

CLASS  OF  SERVICE 

First 

Intl 
Economy 

Coach 

Thrift/ 
Dom.  Economy 

Intl. 

Dom 

Hotel 

Meals/Snacks 

Limo/Bus 

Taxi 

Nominal  Entertainment 

Communications 

X 
X 
X 
X 
X 
X 

X 
X 
X 
X 
X 
X 

X                      X          X          X          X 

Y 
X 
X 
X 

X 

Y 
Y 
X 
X 

X 

X  —  Indicates  that  expense  is  approved.  (Subject  to  local  supervision) 

Y  -  May  be  authorized  by  the  Manager  -  Passenger/Customer  Services  or  his  designee  for  those  passengers  unduly 
inconvenienced  by  unusual  irregularity  circumstances,  or,  where  necessary  to  meet  competitive  practices. 

NOTE:  The  Manager  ■  Passenger/Customer  Services  shall  establish  maximum  limits  for  approved  expenses  applicable  to  each 
type  indicated  above. 

Verbal  commitments  ARE  NOT  to  be  made  to  passengers  regarding  authorizations  of  expenses  at  other  stations.  Supervisors 
shall  make  such  authorization  in  writing  or  via  teletype  to  his  counterpart  at  the  station  concerned. 

TWA  shall  not  absorb  expenses  incurred  at  the  point  of  irregular  operations  beyond  the  departure  time  of  reasonable  alternate 
transportation  offered  to  the  passenger. 

DELAYED/CANCELED  FLIGHTS  ACTION  PLAN 

Passengers  scheduled  to  travel  on  flights  that  are  delayed  excessively  or  canceled  expect  timely,  organized,  effective  and 
sincere  reactions  to  their  problems.  They  look  to  you  for  emotional  reassurance  as  well  as  information  and  advice.  Why  are  we 
delayed?  When  do  we  leave/arrive?  Will  my  wife  know  I'm  delayed'  Well  timed  and  accurate  answers  to  these  questions  are 
extremely  important. 

It  is  extremely  important,  therefore,  that  each  airport  has  a  total  Action  Plan  which  addresses  itself,  in  an  organized  and 
efficient  format,  to  the  demands  of  our  customers. 

The  framework  of  a  systemwide  Action  Ran  is  detailed  following.  It  is  designed  to  ensure  that  inconvenienced  passengers  are 
informed  and  processed  in  keeping  with  corporate  objectives. 

1.     DELAYED  AND  CANCELED  FLIGHT  ACTION  PLAN,  FORM  PAS- 2457  I 

a.  The  PAS2457  will  ser\e  as  a  guide  for  the  gate  agent/PSA  to  make  certain  that  we  do  not  overlook  any  essential 
service  and  planning  requirements.  One  must  be  completed  for  each  flight  departing  MORE  than  FIFTEEN  MINUTES 
after  scheduled  departure  time  (or  the  elapse  of  ground  time  at  through  station)  and  for  each  canceled  flight. 
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03.54,06 
Jun-14-74 


TIAMi    WOtLD    MI»UmS.   IMC 

PASSENGER  SALES  AND  SERVICES  MANUAL 

INCONVENIENCED  PASSENGERS 


Z.    DELAYED/CANCELED  FLIGHTS  ACTION  PLAN  (Contd) 

1.     DELAYED  AND  CANCELED  FLIGHT  ACTION  PLAN,  FORM  PAS  2457  (Confdl 

c.  The  reverse  side  of  the  form  may  be  used  to  clarifv/explain  the  action  taken, 

d.  The  form  is  basically  a  checklist    Each  "action  required  item"  should  be  checked  off  as  performed.  The  use  of  the 
initials  and  time  boxes  is  optional, 

e.  I  llustration  of  Form  PAS-2457 
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TtAMi    WOULD    *l»LINti.    IXC.  03.54.07 

PASSENGER  SALES  AND  SERVICES  MANUAL  jun.i4-74 

INCONVENIENCED  PASSENGERS 
E.    DELAYED/CANCELED  FLIGHTS  ACTION  PLAN  (Cont'd) 

2.  PASSENGER  INFORMATION 

a.  TWA  policy  with  respect  to  processing  inconvenienced  passengers  involves  the  the  personal  interface,  which  permits 
more  flexibility  in  dealing  with  individual  problems  and  better  demonstrates  our  posture  with  regard  to  consumerism. 

b.  Inconvenienced  passengers  shall  be  processed  individually,  or  In  small  groups  wherever  possible,  in  private  rooms, 
vacant  gates  or  in  areas  separated  from  other  activity.  The  individual  or  individuals  assigned  to  inform  or  instruct  the 
passengers  should  be  totally  knowledgeable  as  to  the  planned  course  of  action.  It  must  fully  reflect  empathy  and 
sincerity  and  the  most  effective  solution  to  the  problem(s)  at  hand. 

3.  PERSONNEL  ALERT  SYSTEM 

a.  Each  airport  must  have  available  for  use  by  involved  personnel  a  locally  developed  "fact  sheet."  This  should  include, 
but  is  not  limited  to,  details  concerning: 

(1)  Hotels 

(2)  Ground  transportation 

(3)  Restaurants 

(4)  OAL  reservations/ticket  offices 

b.  The  Action  Plan  for  each  airport  must  provide  for  an  alert  system  to  notify  all  concerned  personnel/sections  of 
delayed/canceled  flight  passenger  handling  plans.  The  alert  network  could  be  the  telephone  or  intercom  briefing 
system  that  exists  at  some  stations.  I  f  a  briefing  system  is  not  available,  a  combination  of  telephones,  intercoms  and/or 
televwiters  may  be  used  to  achieve  similar  controls.  At  limited  activity  stations  just  a  blackboard  or  sign  may  be 
sufficient.  Regardless  of  the  method  used,  it  must  serve  in  an  organized  manner  to  let  our  people  know  what  is 
happening,  and  permit  them  to  make  the  judgments  that  are  within  their  scope  of  responsibility. 

I 

4.  COORDINATION  j 

Overall    control    and    primary    responsibiltiy    for    directing    the    station    activities    should    be    assigned    to   the   ATO 
Chief /Supervisor  assisted  by  the  PSA  where  such  positions  exist. 
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Attachment  76 


IN  RESPONSE  TO  QUESTION  NUMBER  99 


TWA  is  aware  of  the  fact  of  the  possibility  that  passengers  can  be  over- 
charged as  a  result  of  tariff  complexities  and  has  taken  steps  with  other 
carriers  in  simplifying  the  tariff  construction  rules.   Domestically, 
the  potential  overcharges  are  the  result  of  two  archaic  fare  construction 
rules  which  were  implemented  by  the  airlines  to  protect  the  consumer  in  the 
1950's.   These  rules,  however,  require  extensive  manual  review  for  proper 
fares  to  be  developed  under  them.   They  cannot  be  used  because  of  the 
complexity  in  present  day  computer  applications  of  fare  development. 

Attached  is  an  agreement  among  TWA  and  other  carriers  filed  with  the  Board 
which  will  eliminate  these  archaic  fare  construction  rules  and  implement 
a  simplified  fare  construction  along  the  standards  established  in  the  DPFI. 
This  agreement  when  approved  by  the  Civil  Aeronautics  Board  and  implemented 
will  eliminate  overcharges  to  passengers  and  save  the  consumer  considerable 
amounts  in  terms  of  airline  costs  now  currently  required  to  assure  the 
passenger  is  given  the  lowest  available  fare.   The  agreement  is  awaiting 
Civil  Aeronautics  Board  disposition. 

/"Subcomnittee  note, Attachements  submitted  by  TWA  have  been  omitted ._/ 
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UNITED  AIRLINES  RESPONSES  TO  AIRLINE  QUESTIONNAIRE 


1. 

QUESTION:    Have  you  seriously  considered  lowering  fares  on  any  major  routes 
within  the  past  five  years?   If  so,  did  you  file  tariffs  embodying 
lower  fares?    (docket   numbers?)    If  not,  why  not?    Do  current  Board 
procedures  inhibit  or  encourage  the  carriers  to  experiment  with 
lower  rates?   How? 


RESPONSE:    Our  fares,  including  promotional  fares,  are  under  constant  review. 
Only  recently  we  filed  a  tariff  for  a  Bi-Centennial  Fare  calling  for  a 
20%  to  25%  reduction  depending  on  season  of  the  year  and  to  be  avail- 
able on  all  segments  of  our  system,  with  certain  restrictions  such  as 
advance  purchase  and  day  of  week  availability.    Current  Board  pro- 
cedures allow  ample  flexibility  for  the  filing  of  new  fares . 
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QUESTION:  Do  you  support  the  type  of  "zone  of  reasonableness"  fare  proposal 
advocated  by  DOT  and  DOJ  in  Phase  9  of  the  DPFI?  Do  you  believe 
such  a  zone  would  lead  to  lower  fares?   Why? 


RESPONSE:    In  the  Domestic  Passenger  Fare  Investigation,  the  Department  of 
Transportation  argued  at  length  that  fares  should  be  establised 
solely  on  considerations  of  cost  in  order  to  achieve  a  proper  economic 
allocation  of  resources ,  intermodal  balance  and  optimal  load  factors . 
In  its  zone  of  reasonableness  proposal,  the  DOT  would  permit  the 
carriers,  for  all  practical  purposes,  to  ignore  costs  completely.    Its 
position  with  respect  to  this  board  zone  of  reasonableness  makes  all 
of  the  arguments  pertaining  to  its  overall  position  on  fare  structure 
suspect. 


One  of  the  principal  arguments  advanced  in  support  of  a  zone  of 
reasonableness  for  fares  is  to  promote  price  competition .    If  this  is 
intended  to  mean  that  one  carrier  will  charge  a  lower  fare  than 
another  for  the  same  service  in  the  same  market,  then  it  cannot 
work.    In  the  regulated,  competitive  situation  presented  by  the 
air  transport  industry  where  the  product  is  essentially  undiffer- 
entiated, each  carrier  must  charge  the  same  price  if  it  is  to  compete. 
One  carrier  may  charge  a  lower  price  only  so  long  as  the  competitive 
carrier,  or  carriers,  elects  not  to  be  competitive.    Presumably  the 
advocates  of  price  competition  are  not  referring  to  different  prices 
for  different  services  in  a  given  market  since  the  zone  of  permissible 
fares  is  being  proposed  for  the  same  service,  i.e.,  day  coach  service, 
which  is  the  fulcrum  fare  for  the  entire  fare  structure.    Lacking  any 
experience  with  a  "zone  of  reasonableness"  fare  procedure,  it  is 
difficult  to  envision  all  of  the  results  of  such  a  proposal. 
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3. 


QUESTION:    List  representative  figures  to  indicate  the  approximate  proportion 

of  business  and  pleasure  passengers  you  carry  on  a)  transcontinental 
flights;  b)  major  short  haul  routes;  c)  minor  short  haul  routes; 
d)  international  routes . 


RESPONSE:    On  our  48-state  system,  we  carry  approximately  55%  business  and 
45%  personal  and  pleasure  travelers.    On  our  Hawaii  route,  the 
situation  is  changed.    Here,  personal/pleasure  travel  is  72%  and 
business  travel  28%.    We  do  not  have  data  that  reflects  the  break- 
down of  such  travel  on  individual  routes . 


4. 

QUESTION:    How  do  you  determine  the  proper  fare  for  a  particular  city  pair? 
Who,  within  your  organization  makes  this  decision?   What  studies 
are  made  for  use  in  making  it?   Have  you  studied  the  possible 
effects  of  increased  fare  competition  on  your  fares,  costs,  and 
profits?    Describe  in  detail  the  studies  you  have  made,  and  their 
conclusions . 


RESPONSE:    Under  the  Board's  decision  in  the  Domestic  Passenger  Fare 

Investigation,  Phase  9,  fares  are  the  same  for  equivalent  mileages. 
The  fares  do  not  differ  from  segment  to  segment  if  they  are  the 
same  length;   however,  the  application  of  promotional  fares  does 
differ  from  market  to  market.    Obviously,  in  a  market  such  as  Hawaii, 
the  application  of  certain  promotional  fares  may  be  appropriate, 
whereas  the  same  kind  of  fare  might  be  completely  inappropriate 
over  a  route  such  as  New  York-Chicago.    Our  Pricing  Department 
continually  evaluates  fares  for  their  application  in  the  marketplace 
and  new  fare  proposals  are  reviewed  at  corporate  policy  level. 


1674 


QUESTION:    How  many  times  during  the  past  ten  years  have  your  company  or 
competing  airlines  filed  for  fare  increases?   In  which  markets? 
How  many  times  have  you  matched  fare  increases  that  the  Board 
approved?    In  which  markets?   Has  your  airline,  in  circumstances 
where  a  competitor  filed  an  application  for  a  fare  increase  which 
was  approved,  felt  pressure--formal  or  informal- -from  the  CAB  or 
its  staff  to  file  for  a  similar  fare  increase?   When?    Describe.    Has 
your  airline  felt  pressure  from  other  airlines  to  match  an  approved 
fare  increase?   Describe. 


RESPONSE:    The  Docket  Section  of  the  Civil  Aeronautics  Board  undoubtedly  has 
data  which  indicates  the  number  of  fare  filings  by  the  various 
carriers.    Where  fare  levels  have  changed,  they  generally  are 
effective  in  all  markets  over  our  system .    We  are  not  aware  of  any 
pressures,  either  from  government  or  industry  sources,  to  file  for 
fare  increases . 
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QUESTION:    Enclose  a  statement  of  your  costs,  revenues,  gross  profits,  interest 
on  debt,  actual  taxes  paid,  net  return  to  equity,  and  load  factors 
for  your  domestic  routes,  and  for  your  international  routes  broken 
down  by  individual  route  insofar  as  possible  for  each  year  for  the 
past  ten  years .     (Indicate  as  well  those  of  your  costs  and  profits 
that  are  attributable   a)  Your  charter  operations;  b)  other  non- 
scheduled  airline  related  activities;  c)  non-airline  activities.) 

Include  that  same  information  for  the  nine  months  ending  Sept.  30, 
1974. 

Include  that  same  information  for  the  following  routes.*    1)  all 
routes  on  which  capacity  restructing  agreements  have  been  made 
with  other  airlines;   2)  those  same  routes  prior  to  the  time  capacity 
restructing  agreements  took  effect;   3)  San  Francisco/Los  Angeles; 
4)  Boston/New  York;   5)  Boston/Washington;  6)  Washington/New 
York;   7)  routes  between  the  East  Coast  and  Chicago;   8)  transcon- 
tinental routes;   9)  North  Atlantic  routes .    Provide  information  as 
to  the  traffic  density  of  each  of  these  routes .    How  would  these 
figures  change  if  the  load  factors  on  these  routes  averaged  55%? 
60%?    65%?   70%? 

*  Where  applicable. 


RESPONSE:    Attached  are  copies  of  Schedule  P-l-A  of  the  CAB  Form  41  indicating 
the  revenue,  cost  and  profit  data  for  our  48-state  system  and  for  our 
Hawaii  operation.    Subsequent  to  1970  the  Hawaiian  operation  was 
defined  by  the  CAB  as  domestic  service  and  was  not  reported 
separately.    This  is  the  only  breakdown  that  is  available  for  the 
past  ten-year  period .    The  attached  data  is  the  only  data  regularly 
compiled;  other  data  may  have  been  compiled  from  time  to  time  for 
use  in  various  route  cases,  but  is  not  applicable  on  this  basis 
requested . 
[The   referred   to   filings   are   omitted.      The  material   is 

on  file   with   the   CAB.] 
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QUESTION:    Provide  a  statement  of  actual  and  predicated  cash  flow  over  the  past 
five  years.    Provide  a  statement  of  projected  cash  flow  over  the  next 
five  years.    What  load  factors  did  you  assume  in  arriving  at  the 
figures  in  these  statements?   How  do  the  figures  change  assuming 
load  factors  of  55%?    60%?   65%?   70%? 


RESPONSE:    The  cash  flow  for  the  past  five  years  can  be  derived  from  Schedule  B-12 
of  the  CAB  Form  41,  the  statement  of  source  and  application  of  funds. 
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QUESTION:    List  your  purchases  and  leases  of  new  airplanes  made  in  the  past  five 
years.    How  much  money  have  you  invested  in  new  airplanes  during 
that  time?    What  is  the  rate  at  which  you  depreciated  those  airplanes? 
How  were  these  purchases  financed?   If  they  were  financed  by  bond 
sales,  list  the  amounts  and  dates  on  which  these  bonds  fell  due. 


RESPONSE: 

B-747 

a) 

Purchased  and  Leased 

Fuselage  Number 

Status 

Date  Received 

N-4703 

Leased 

6-30-70 

N-4704 

Leased 

8-4-70 

N-4710 

Leased 

8-8-70 

N-4711 

Leased 

8-28-70 

N-4712 

Leased 

8-31-70 

N-4713 

Owned 

11-3-70 

N-4714 

Owned 

11-28-70 

N-4716 

Owned 

12-11-70 

N-4717 

Owned 

12-28-70 

N-4718 

Owned 

5-27-71 

N-4719 

Owned 

6-26-71 

N-4720 

Owned 

7-23-71 

N-4723 

Owned 

1-6-72 

N-4727 

Owned 

6-27-72 

N-4732 

Leased 

3-19-73 

N-4729 

Leased 

4-24-73 

N-4728 

Leased 

4-27-73 

N-4735 

Leased 

5-30-73 
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a)  Continued 

DC-10 
Purchased  and  Leased 

Fuselage  Number 

Status 

Date  Received 

N-1802 

Leased 

7-29-71 

N-1804 

Leased 

9-27-71 

N-1805 

Leased 

10-29-71 

N-1807 

Leased 

12-20-71 

N-1806 

Leased 

12-23-71 

N-1808 

Owned 

2-27-72 

N-1809 

Owned 

2-29-72 

N-1810 

Owned 

4-20-72 

N-1811 

Owned 

4-24-72 

N-1812 

Owned 

4-27-72 

N-1801 

Owned 

5-25-72 

N-1813 

Owned 

5-27-72 

N-1803 

Owned 

6-3-72 

N-1814 

Owned 

6-23-72 

DC-10 


Purchased  and  Leased 

N-1815 

Owned 

7-7-72 

N-601 

Owned 

10-10-72  Leased  to  Delta 

N-602 

Owned 

11-10-72  Leased  to  Delta 

N-603 

Leased 

11-28-72  Leased  to  Delta 

N-604 

Owned 

1-5-73 

Leased  to  Delta 

N-1816 

Owned 

1-30-73 

N-605 

Owned 

2-16-73 

Leased  to  Delta 

N-1817 

Leased 

3-22-73 

N-1818 

Leased 

4-6-73 

N-1821 

Owned 

2-13-74 

N-1820 

Owned 

2-22-74 

N-1819 

Owned 

4-12- •» 

N-1822 

Owned 

4-25-74 

N-1823 

Owned 

5-2-74 

N-1824 

Owned 

6-19-74 

N-1825 

Owned 

6-26-74 
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Continued 


b)  United  paid  $204,248,640  for  the  9  owned  B-747  aircraft.    Included 
in  this  figure  are  advances  of  $35,683,448  paid  prior  to  1970.    United 
paid  $391,081,110  for  the  22  owned  DC- 10  aircraft.    Included  in  this 
figure  are  advances  of  $16,360,515  paid  prior  to  1970.    We  also  have 
current  advances  of  $35,878, 106  on  the  7  DC-lO's  to  be  delivered  in 
1975.    These  figures  are  payments  to  manufacturers  only  and  exclude 
any  capital  project  investments. 

c)  The  rate  of  depreciation  is  6.43%  per  annum  for  the  B-747  and  6.63% 
per  annum  for  the  DC- 10  inclusive  of  the  7  aircraft  being  delivered  in 
1975. 

d  &  e)    All  paid  in  cash  or  leased,  therefore,  there  are  no  bond  sales. 
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QUESTION:    Describe  your  existing  outstanding  contracts  for  the  purchase  of 
airplanes  or  other  major  items  of  equipment.    Describe  other  such 
purchases  that  you  plan  over  the  next  five  years,  which  are  not  now 
covered  by  contracts. 


RESPONSE:    During  1975,  McDonnell  Douglas  will  deliver  7  DG-lO's  at  an 

approximate  total  cost  of  $141,516,656  and  the  5  DC-lO's  sub-leased 
to  Delta  will  be  returned  to  United .    United  has  no  additional  firm 
aircraft  orders.    However,  on  December  6,  1974  United  and  Boeing 
signed  a  letter  of  understanding  for  the  development  of  the  B-727-300. 
If  the  specifications  of  this  airplane  can  be  developed  to  our  satisfaction 
and  if  price,  payment  schedule,  delivery  dates  and  guarantees  can  be 
negotiated.  United  could  order  an  at  yet  undetermined  number  of 
B-727-300' s  to  be  delivered  beginning  in  1978. 


10. 

QUESTION:  List  the  salaries,  bonuses  and  any  other  compensation  paid  to  the 
ten  highest  paid  executives  in  your  company  for  each  year  for  the 
past  five  years. 


RESPONSE:    Schedule  G-42  of  the  CAB  Form  41  lists  all  officers  and  their  compensation. 
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11. 


QUESTION:    If  your  costs  were  to  exceed  your  revenues  each  year  for  the  next  five 

years,  by,  say  5%  or  10%,  what  steps  would  you  take  to  avoid  bankruptcy? 
Cut  salaries?   Renegotiate  contracts  with  unions?   Postpone  dates  on 
which  payments  for  aircraft  are  due?   Other?   Would  you  reorganize  the 
company  before  going  into  bankruptcy?   What  would  be  the  effect  of 
bankruptcy  on  debt  holders,  equity  holders,  the  traveling  public?   Would 
the  company  stay  in  business?   Were  payments  on  airplanes  rescheduled 
or  forgiven,  would  it  be  possible  to  stay  in  business?   How  much  leeway, 
in  terms  of  cashflow,  would  such  rescheduling  or  forgiveness  produce? 


RESPONSE:    It  is  not  possible  to  answer  this  question  due  to  the  great  number  of 

variables  which  would  be  met  in  any  given  situation .    It  is  obvious  that 
the  company  would  take  all  possible  steps  if  it  were  in  the  desperate 
straits  that  the  question  envisions. 


12. 


QUESTION: 


Do  you  believe  the  CAB  ought,  as  its  first  priority,  to  act  to  prevent 
a  possible  bankruptcy  by  any  major  trunk  carrier?   If  not  its  first 
priority,  should  the  CAB  give  such  a  task  a  high  priority?   Under 
what  conditions? 


RESPONSE:    The  Civil  Aeronautics  Board  has  the  statutory  responsibility  to  foster 
sound  conditions  in  air  transportation.    The  financial  health  of  the 
industry  is  a  high-priority  task  for  the  CAB . 


13. 


QUESTION: 


RESPONSE: 
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Why,  in  your  view,  are  the  original  trunk  carriers — those  in  business 
in  1938--the  only  trunk  carriers  still  in  business?  Why  have  no  other 
firms  in  the  aviation  business  become  trunk  carriers? 


The  number  of  certificated  carriers  has  expanded  from  17  to  19  between 
1938  and  the  present.    Certain  of  the  carriers  which  were  created  early 
in  the  postwar  period  as  local  service  carriers  now  are  larger  than 
certain  trunk  carriers.    As  traffic  has  grown,  the  route  system  has  been 
expanded  by  granting  additional  points  to  existing  carriers.    The  CAB 
over  the  years,  has  created  two,  three  and  even  four  or  more  carrier 
competition  in  major  markets.    From  time  to  time  some  supplemental  carriers 
have  sought  route  certificates  from  the  CAB ,  but  their  applications  were 
in  effect  designed  for  service  in  major  markets  which  already  had  multi- 
carrier  competition . 
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14. 

QUESTION:    If  the  CAB  were  to  set  a  definite  policy  of  not  allowing  any  fare  increases 
in  the  next  five  years,  what  would  you  do?   Would  you  disinvest  in 
aircraft?   How  can  you  do  this?   Would  demand  catch  up  to  your  fleet? 
When?   Suppose  the  CAB  cut  fares  by  10%  or  suppose  fuel  costs  continue 
to  increase? 


RESPONSE:    If  the  CAB  were  to  not  allow  any  fare  increases  for  the  next  five  years, 
the  survival  of  the  industry  would  be  in  doubt.    So  far  as  aircraft 
disinvestment  is  concerned,  there  would  be  virtually  no  market  for  such 
aircraft,  since  all  carriers  essentially  would  be  in  the  same  financial 
posture. 

The  airlines  essentially  have  three  major  routes  to  improved  productivity. 
The  first  is  denser  seating  per  aircraft,  the  second  is  load  factor,  and 
the  third  is  aircraft  utilization,  i.e. ,  hours  flown  per  day  per  plane. 
Competitive  considerations  limit  the  ability  to  use  each  of  these  three 
avenues  to  its  maximum.    While  it  is  possible  to  schedule  aircraft  for  as 
much  as  twelve  hours  daily,  there  is  little  use  in  doing  so  if  flights  must 
take  place  in  the  middle  of  the  night  when  there  are  no  customers,  such 
customers  having  used  a  competing  carrier  offering  schedules  at  a  more 
convenient  time.    The  ability  to  elevate  load  factors  substantially  above 
60%  is  limited  by  the  willingness  of  the  traveling  public  to  accept  a  wait- 
list situation  or  to  move  to  an  alternate  flight  when  a  competitor  offers  a 
convenient  one  at  the  same  hour  as  his  requested  flight  on  your  line . 
Similarly,  the  ability  to  increase  density  of  seating  is  limited  by  com- 
petitor, you  are  going  to  lose  business  and  may  indeed  be  worse  off  than 
if  you  had  elected  to  remain  in  the  same  configuration  as  your  competitor. 
A  10%  fare  cut  would  be  a  calamity  for  the  airline  industry,  beset  as  it  is 
by  sharply  rising  costs.    Recent  proposals  on  fuel  speak  for  themselves. 
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15. 

QUESTION:    Normally,  low  profits  are  a  signal  to  an  industry  that  its  investment 
is  too  large — that  it  should  disinvest.    Is  this  "classical"  statement 
applicable  to  the  airline  industry?   If  not,  why  not? 


RESPONSE:    While  low  profits  may  be  a  signal  that  investment  is  too  large,  the 
ability  to  disinvest  in  a  period  when  all  carriers  have  an  excess  of 
aircraft  is  certainly  limited.    In  other  words,  where  is  the  purchaser 
for  the  disinvestment?   The  critics  of  over-investment  also  should 
address  themselves  to  the  pressure  put  on  the  carriers  to  maintain 
ample  capacity  and  convenient  scheduling  in  the  markets  they  serve. 
Community  pressures  are  all  directed  toward  having  frequent  non- 
stop service  to  major  destinations.    While  this  enhances  service  to  the 
public,  it  does  call  for  under-utilization  of  aircraft  when  the  pressure 
is  to  provide  added  schedules  at  peak  times  of  demand.    Capacity 
utilization  also  is  affected  by  the  variability  of  demand  in  the  industry, 
variation  in  demand  by  season  of  the  year,  by  day  of  the  week,  and  by 
hour  of  the  day. 
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16. 


QUESTION:    What  major  factors  do  you  believe  are  responsible  for  the  airline 
industry's  low  profit  over  the  past  few  years?   Do  you  believe  that 
CAB  policies  contributed  to,  or  offset,  low  profits?    (Specify  which 
policies  and  how . ) 


RESPONSE:    The  airline  industry's  low  profits  over  the  past  few  years  have 

resulted  in  large  part  from  a  decline  in  the  historically  high  rates 
of  traffic  growth  together  with  cost  increases  attributable  to  rising 
prices  and  wages  which  have  not  been  fully  reflected  in  fare  and 
rate  levels.    The  very  substantial  wage  increases  granted  the 
airline  industry's  organized  workers  over  the  past  years  has  put 
great  pressure  on  airline  earnings .    Wages  and  benefits  per 
employee  in  air  transport  increased  by  69%  over  the  1967  to  1973 
period.    In  that  same  period  average  hourly  wages  in  manufacturing 
industry  increased  by  only  43%.    In  construction,  regarded  as  a  high 
labor  cost  industry,  the  increase  was  57%. 


Purchase  of  new  aircraft  requires  long  lead  times,  particularly  if 
a  new  type  aircraft  is  involved .     (Lead  times  for  existing  aircraft 
(B-747,  DC-10  and  B-727s)  are  typically  18-24  months.    Derivative 
aircraft  decisions  must  be  made  3-4  years  in  advance,  and  new 
type  aircraft  purchases  must  be  made  5-6  years  before  delivery. 
Such  decisions  are  necessarily  based  on  forecasts  of  market  size  - 
5  to  10  years  in  the  future.)    With  cyclical  declines  in  economic 
activity  and  resultant  slowing  of  traffic  growth,  load  factors  have 
fallen  short  of  forecast  levels  on  which  original  airplane  purchases 
were  justified.    CAB  policies  which  have  contributed  to  the  Industry's 
recent  earnings  deficiencies  include  its  authorization  in  earlier  years 
of  premature  and  excessive  competitive  services . 
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17. 

QUESTION;    During  a  recent  CAB  proceeding  an  industry  witness  testified: 

"If  a  carrier  were  absolutely  certain  that  the  CAB  would  allow  it  to  go 
bankrupt  before  it  were  given  any  relief,  then  I  believe  you  would 
see  some  action  taking  place  in  eliminating  marginal  capacity 
(excess  capacity) " .    Do  you  agree  with  this  statement?   Why?   Do  you 
believe  that  the  CAB's  load  factor  standards  would  be  more  effective 
in  controlling  load  factors  if  the  CAB  were  less  concerned  to  prevent 
airline  bankruptcy  or  reorganizations? 


RESPONSE:     Faced  with  bankruptcy,  a  carrier  might  do  many  things  it  cannot  or 
should  not  do  otherwise.    We  believe  the  load  factor  standards  should 
be  set  with  adequate  regard  for  the  needs  of  the  public  as  well  as  the 
financial  viability  of  the  industry.    A  load  factor  is  a  simple  number; 
the  factors  that  influence  it  are  many  and  complex. 


18. 

QUESTION:    Are  your  costs  higher  than,  equal  to,  or  lower  than  the  industry 
average?   By  how  much?   Why? 


RESPONSE:    The  attached  table  indicates  the  place  of  our  company  in  available 
ton  mile  and  revenue  ton  mile  cost  ranking  in  the  domestic  trunk 
industry . 
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19, 


QUESTION:  List  your  advertising,  other  promotion,  and  office  rental  costs, 
absolutely,  and  as  a  percentage  of  total  costs,  for  each  year  for 
the  past  five  years . 


RESPONSE:    Following  are  financial  figures  (filed  with  the  Civil  Aeronautics 
Board)  reporting  advertising,  promotion  and  publicity  costs  for 
the  years  1969  through  1973.    Figures  for  1974  are  not  yet  available 
but  are  expected  to  be  comparable  to  the  1973  total  with  no  significant 


increase. 

Adv 

,   Promo.,   Publicity 

Total  Operating  Expense 

% 
of  Total  Cost 

1969 

$  34,033,647 

$1,358,232,076 

2.5 

1970 

32,592,584 

1,522,648,819 

2.1 

1971 

26,499,773 

1,492,490,970 

1.8 

1972 

30,481,836 

1,650,616,286 

1.9 

1973 

36,276,160 

1,790,890,072 

2.0 

1974 

Not  Available 
$159,884,000 

$7,814,878,223 

2.1 

Ticket  Office  figures  are  not  available. 
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20. 

QUESTION:    Assuming  that  all  scheduled  flights  remain  unchanged  what  is  the 
additional  cost  of  carrying  one  extra  passenger  on  a  flight? 


RESPONSE:    The  cost  of  an  incremental  single  passenger  on  any  one  flight  is 

minimal.    Over  time,  however,  as  traffic  growth  forces  expansion, 
the  cost  of  a  marginal  or  incremental  passenger  tends  to  become  a  fully 
allocated  cost.    The  average  ground  cost  per  passenger  assumed  in  the 
Domestic  Passenger  Fare  Investigation  in  developing  the  Phase  9  fare 
structure  was  $13.85. 


1 
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QUESTION:    Please  answer  the  following  questions  in  respect  to  each  of  the  following 

markets;    San  Francisco /Hawaii,  New  York/Hawaii,  New  York/Los  Angeles, 
New  York/Atlanta,  Chicago/New  York,  New  York/Miami,  Boston/Washington; 

a.  What  are  your  costs  per  flight,   (1)  determined  on  a  "fully 
allocated"  cost  basis,  (2)  determined  on  a  DOC  basis 

(as  used  by  the  CAB)  ,    (3)  determined  on  an  "incremental  cost" 
basis  (what  do  you  include  in  "incremental  cost")  ?   Determine 
these  costs  insofar  as  possible  both  on  a  "seat-milex"  basis  and 
on  an  RPM  basis  . 

b.  What  are  your  load  factors  in  each  of  those  markets? 

RESPONSE;    The  following  information  is  exemplary  of  costs  and  load  factors  for  a 
specific  period  (12  months  ended  June  30,  1973)  in  markets  of  varying 
distance.    The  data  are  subject  to  variance  with  level  of  operation, 
type  of  equipment  employed  and  other  factors.    The  data  below  was 
presented  in  the  Capacity  Agreement  Investigation; 


Fully  Allocated  Cost(l) 

Direct  Oceratinq  Cost(2) 

Citv  Pair 

RPMls 

ABM's 

L.F. 

62.6% 

Per  RPM 
4.3K 

Per  ASM 
2.70* 

Per  RPM 
1.76<:: 

Per  ASM 

FO-HNL 

1,019,047 

1,627,184 

1.12'i; 

lAX-HNL 

1,186,753 

1,979,223 

60.0 

4.23 

2.54 

1.86 

1.11 

NYC-LAX 

659,875 

1,449,360 

45.5 

5.75 

2.62 

2.83 

1.29 

^  :HI-NYC 

696,711 

1,473,775 

47.3 

8.73 

4.13 

3.77 

1.78 

CHI- CLE 

166,214 

274,539 

60.7 

11.65 

7.05 

3.75 

2.27 

(1)  Includes  return  on  investment. 

(2)  D.O.C.  as  defined  by  CAB. 

Basically,  we  would  view  incremental  operating  costs  as  the  same  as  D.O.C. 
except  for  the  depreciation  element.    The  incremental  cost  of  handling  a  pas- 
senger on  United's  system  in  the  same  12  month  period  (food  service,  in-flight 
service  and  reservations)  approximated  0.9<?  per  passenger  mile. 

Cost    per  flight  is  widely  variable  depending  upon  time  of  day  (peaking) , 
equipment  type,  traffic  variance  (first  class,  coach,  connection)  and  other 
changing  elements . 
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22. 

QUESTION:    List  the  routes  including  international  routes  that  you  have  applied 
for  CAB  permission  to  serve  in  the  last  five  years  .    Indicate  those 
routes  where  the  CAB  has  granted  permission.    Indicate  those  where 
the  CAB  has  denied  permission.    Indicate  those  where  no  action  was 
taken  by  the  CAB,  along  with  the  ultimate  disposition  of  the  application. 
As  to  each  application,  indicate  the  date  of  filing  and  the  date  of 
ultimate  disposition  along  with  the  dates  of  any  hearings  held.    Do 
you  believe  that  Board  actions  on  your  route  applications  have  generally 
been  expeditious?   If  not,  to  what  do  you  attribute  the  delay? 


RESPONSE;     Following  is  a  list  of  route  applications  filed  by  United  during  the  last 
five  years  and  their  disposition  or  current  status: 


CAB 

Docket 

Date 

Application 

Number 

Filed 

Hearing 

Dispostion 

Rochester-Pittsburgh 

20486 

1-21-69 

8-7-69 

Granted  4-70. 

Detroit -Atlanta 

20724 

3-4-69 

2-6-72 
2-6-74 

Denied  5-74. 

Fresno  as  intermediate 

21206 

7-18-69 

Dismissed  as  stale 

point  between  San 

1-18-73. 

Francisco,  San  Jose 

and  Sacramento 

Columbus,  Ohio- 

20894 

7-28-69 

Awarded  to  Americai 

New  York 

9-70. 

Columbus  and  Dayton,     21162 
Ohio,  to  Los  Angeles 
and  San  Francisco 


7-28-69 


Pending 


Seattle  to  Japan  and 
China 


21779 


1-8-70 
&     4-19-71 


Pending 


Las  Vegas  to  Portland       21136 
and  Seattle 


1-15-70 


6-20-70 


Awaiting  Decision. 
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Application 

CAB 
Ddcket 
Number 

Date 
Filed 

Hearing 

Disposition 

Boston-Atlanta 

22000 

3-12-70 

Pending 

Salt  Lake  City-Los 
Angeles 

24868 

10-27-72 

Pending 

Denver  to  Tampa  and 
Miami 

25318 

3-16-73 

Pending 

Fort  Myers ,  Florida  ,  - 
Atlanta,  Cleveland 
and  Pittsburgh 

27237 

7-20-73 

Proceeding  < 
12-74, 

Chicago -Vancouver 


25961 


Colorado  Springs  on       26633 
Route  1 

Ontario,  California,       26635 
to  Washington  and 
New  York 

Kahului  (Maui)  Mawaii  26797 
to  Los  Angeles  and 
San  Francisco 

Denver-Grand  Rapids     26890 

Honolulu- Vancouver      27513 


10-5-73 
4-19-74 

4-19-74 

6-13-74 

7-22-74 
9-25-74 


Pending 
Pending 

Pending 
Denied  9-74. 

Pending 

Proceeding  activated 
1 1-74. 
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23. 

QUESTION:    Are  there  routes  which  you  would  consider  entering  if  CAB 
approval  for  entering  were  not  required?   Which?    Describe 
your  reasons  for  considering  entry  to  the  extent  you  wish  to 
do  so.    Does  the  CAB's  entry  policy  inhibit  your  flying  new 
routes?   If  so,  describe  how? 

RESPONSE:    It  is  difficult  to  envision  the  national  route  map  which  would 
evolve  under  a  free  entry  rule .    We  would  have  to  determine 
the  optimum  use  of  our  resources  in  such  a  situation,  and 
actions  by  other  carriers ,  both  those  now  having  certification 
and  new  entrants,  if  any,  would  be  strong  determining  forces. 
Consideration  would  have  to  be  given  to  whether  our  financial 
recources  were  adequate  to  withstand  an  expansion  of  compe- 
tition.    Certainly  there  are  no  presently  unserved  routes  which 
would  be  attractive  on  their  own .    The  ground  rules  on  fares 
and  rates  also  v/ould  be  a  factor  in  reaching  a  judgment. 


24. 

QUESTION:    Would  you  charge  lower  fares  than  those  now  being  charged 
on  any  route  if  you  were  free  to  enter  and  to  set  lower  fares? 


RESPONSE:    The  rate  level  would  depend  on  the  cost  structure.    It  is 

difficult  to  see  how  freedom  of  entry  would  bring  lower  costs . 
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25. 


QUESTION:    Are  you  involved  in  any  route  purchase  or  exchange  proceedings? 
Which  routes?    Involving  which  carriers?   How  much  would  you  be 
willing  to  pay  for  each  of  such  routes?   Would  fares  be  sufficient  to 
cover  purchase  costs?   In  your  view,  should  such  purchases  or  ex- 
changes be  allowed  without  full  comparative  hearings? 

RESPONSE:    United  has  not  entered  into  any  route  exchange  or  purchase  agreements 
although  it  is  an  intervener  in  three  route  exchange  proceedings  before 
the  CAB  .    Because  they  affect  the  interests  of  other  parties,  particularly 
other  carriers  and  communities ,  United  believes  that  route  exchanges 
should  not  be  approved  without  the  opportunity  for  all  parties  to  be  heard . 


26. 


QUESTION: 


If  you  have  excess  capacity,  can  the  extra  planes  be  leased 
or  sold  elsewhere?   At  a  loss? 


RESPONSE:    We  have  some  opportunity  for  sale  or  lease.    In  a  period  of 
recession-induced  traffic  leveling,  nearly  all  carriers  are 
affected  and  markets  must  be  found  abroad  or  among  private 
operators . 
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27. 

QUESTION:    Indentify  any  routes  which  are  certificated  to  you  but  on 
which  service  has  been  suspended .    Do  you  have  any 
present  intention  to  resume  service?   When?   Why  were 
these  services  discontinued?   Should  other  airlines  be 
given  the  option  of  flying  these  routes? 


RESPONSE:    United  has  not  suspended  service  on  any  routes  which 
have  been  certificated  to  it . 


28. 

QUESTION:    List  your  fuel  costs,  in  absolute  terms,  and  as  a  percentage 

of  your  total  costs,  for  1972,  1973,  1974  and  projected  for  1975. 
What  has  been  the  increase  in  cost  per  gallon  during  this  period? 


RESPONSE: 

Fuel  Expense 

%of 

$_ 

-  Millions 

Total  Costs 

1972 

196 

11.5 

1973 

212 

11.2 

1974  (estimated) 

314 

15.4 

1975 

(estimated) 

382 

16.5 

Increase  in  cost  per  gallon  1972/1975  estimated  at  $.1360  per  gallon, 
or  114%. 
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29. 
QUESTION: 


If  you  now  serve  the  North  Atlantic,  provide  the  details  of 
your  costs,  revenues  and  profits  for  any  such  service  for 
the  years  from  1970  through  the  present.    What  course  of 
action  will  you  follow  if  the  government  provides  no  relief 
in  the  form  of  subsidy  or  otherwise  to  alleviate  current 
losses  over  these  routes?    If  you  do  not  now  provide  North 
Atlantic  service,  would  you  do  so  if  entry  were  not  regulated? 


RESPONSE; 


United  does  not  serve  the  North  Atlantic .    In  view  of  the 
over  competition  which  now  exists  in  the  North  Atlantic ,  United 
chose  not  to  apply  for  route  authority  in  the  pending  Transatlantic 
Route  Uooor'irod.Case. 


30. 

QUESTION:    Compare  your  costs  in  the  North  Atlantic  market  with  those 

on  San  Francisco/New  York  and  New  York/Los  Angeles  routes, 
Explain  the  difference . 


RESPONSE:    This  question  is  inapplicable  to  United  since  we  do  not  now 
serve  the  North  Atlantic . 
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31. 

QUESTION:    If  the  CAB  certificated  a  number  of  new  trunk  carriers  over 

dense  traffic  routes,  what  effect  would  such  certification  have 
on  the  industry?   On  your  company? 


RESPONSE:    The  effect  would  be  highly  destructive,  leading  to  bankruptcy 
and  attrition .    Only  the  strongest  would  survive .    The  safety 
implications  could  be  serious  . 


32. 

QUESTION:    What  would  the  effect  of  a  "permissive"  entry  policy  be  upon 
the  behavior  of  carriers  in  the  industry? 


RESPONSE:    It  is  not  possible  to  answer  this  question  in  the  absence  of  a 
definition  of  what  is  meant  by  a  "permissive"  entry  policy. 
Even  if  defined ,  however ,  the  question  would  be  difficult  to 
answer  without  giving  it  extended  study  and  consideration . 
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33. 

QUESTION:    If  you  serve  markets  entirely  within  California  or  entirely 
within  Texas ,  have  your  flights  within  those  states  been 
profitable?   Have  they  been  profitable  on  a  fully  allocated 
cost  basis?   On  a  DOC  basis  (per  CAB)  ?   On  an  incremental 
cost  basis?   What  do  you  include  in  incremental  costs?   Have 
you  met  the  fares  charged  by  PSA  and  SWA? 


RESPONSE:    United  operates  extensive  services  entirely  within  California 
both  in  the  large,  high  volume  markets,  as  well  as  in  a  sub- 
stantial number  of  smaller  markets  .    In  those  markets — United 
serves  competitively  -with  PSA  and  SWA~the  intrastate  fares 
are  the  same  for  all  three  carriers  .    The  profitability  of  United 's 
intra-California  operations ,  covering  the  latest  periods  for  which 
these  data  have  been  presented ,  is  set  forth  in  the  attached  copy 
of  exhibits  submitted  to  the  California  Public  Utilities  Commission 
in  support  of  an  application  for  a  fare  increase . 
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A-S4549 

Exhibit  No. 

Witness:     John  Griffith 
Date:  Sept.  11, 1974 

Page:  1    OF    4 


UNITED'S  PROJECTED  OPERATING  RESULTS  WITHIN  CALIFORNIA 
NARRATIVE 


This  exhibit  shows  the  projected  operating  results  from  United' s 
services  within  California.  )J  The  base  year  1973  data  Is  shown  on  Line 
1.  and  Is  supported  by  an  exhibit  In  this  presentation.    On  Line  2,  the 
year  ended  June  30,  1974  Is  shown.    Actual  revenue  passenger  miles  for 
the  period  are  used.    Revenue  Is  Increased  due  to  fare  Increases  granted 
by  the  Civil  Aeronautics  BoArd  In  December  1973  and  April  1974,  for  Inter- 
state traffic,  as  well  as  Interim  Increases  approved  by  the  Commission  for 
Intrastate  traffic.    The  average  yield  for  California  operations  during  the 
first  six  months  of  1974  was  $.08382  per  revenue  passenger  mile.    One- 
half  of  the  difference  between  this  yield  and  the  calculated  yield  for  1973 
of  $.07407  was  selected  as  representative  for  the  12 -months  ended  Juno, 
1974.    On  the  expense  side.  United  has  Increased  its  expenses  to  reflect 
only  fuel  expense  increases,  although  all  costs  are  higher.    During  the 
first  six  months  of  1974,  fuel  costs  have  increased  $106  per  block  hour  on 
a  system  basis.    Using  $53,  or  one-half  of  the  increase,  an  expense  level 
is  determined  for  the  12  months  ended  June.  1974.    No  additional  expenses 
for  increased  traffic  carried,  or  other  cost  increases  have  been  considered. 

United' s  total  revenue  passenger  loadfactor  for  1973  was  61.0%. 
During  the  12-months  ended  June  30,   1974,  this  Increased  to  66.5%.    The 
forecast  year  1974  loadfactor  is  66.8%.    The  shortage  of  gasoline  caused 
an  increase  in  short  haul  traffic  during  the  first  quarter.    This  surge  in 
traffic  appears  to  be  diminishing  as  the  fuel  supply  has  Increased. 

Forecast  1974  results  shown  on  line  3,  are  adjusted  by  removing 
the  fuel  related  revenue  Increases  granted  by  the  Commission.    This  shows 
that  without  fare  increases,  the  economic  results  of  United's  California 
operations  will  be  a  substantial  loss. 

The  last  line  annualizes  Calendar  1974,  assuming  that  the  Commis- 
sion approves  all  of  United's  seven  amendments,  filed  in  Application  54549. 
Under  this  assumption,  United's  operations  within  the  state  would  continue 
to  operate  at  a  loss. 


\/  United's  operations  between  all  pairs  of  points  within  the  State  of 

California,  reflecUng  the  total  load  on  board  each  trip  (intrastate 
and  interstate)  and  total  costs  for  operating  those  trips. 
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Witness:      John  Griffith 
Date:  Sept.  11. 1974 

Page:  2   OF    4 


u 

(U 

4) 

Oi 

3 

c 

C 

<0 

(U 

U) 

> 

V} 

0) 

Ou 

a; 

-I 

o       o 


,^ 

(A 

pg 

,^ 

tn 

u> 

00 

<T> 

lO 

tn 

m 

tA 

1/) 

^ 
^ 

'-I 


<M| 


2 

OS  o 


0) 

c 

3 
t— » 

T> 
0) 
T3 

C 
M 

d 


=*  s 

^  O 

^  in  en 

ID  Q)  <7> 

u  b  '^ 

*-  £  Is 

8  ."  c 

O  Oh  ,'0 

Ci,  05  U 


col 

e 


c 

0) 

e 

in 


>  -^  ^ 

:5'  j=  £ 

t~>  <->  ry 

C7>  3  3 

— '  10  O 

r  (o  5 

il  £  -2 

10  o  "» 

U  c  w 

'°  %  a 

(U  U 

O    3  >. 

U,    O  ^ 


en    -^ 


03     0) 
C    3 

c  c 


10     m 

^  ^  ^ 

ID    0<  01 

N    C  p 

"u  ^  -3 

O    3  C 

SZ  —  n\ 

•ti   O  P 

10    -S  4 


1701 


QXfSSnoU  oj  ri^cacnment.  Page  3  of  6, 
A-54549 
Exhibit  No. 


Witness:      John  Griffith 
Date:  Sept.  11, 1974 

Page:  3    OF   4 


W         Yield  and  expenses  adjusted  by  one -half  of  forecast  1974 

adjustments. 

2/  United' s  actual  average  yield  for  California  operations 

during  the  first  six  months  of  1974. 

3/  Passenger  revenue  reduced  to  eliminate  any  revenue  resulting 

~  from  fare  increases  authorized  by  the  Commission  to  United 

for  fuel  price  increases.    Such  increase  authorizations  were 
dated  January  15,   1974  (Decision  82354),  January  29,  1974 
(Decision  82413,  May  29,   1974  (Decision  82908,  and 
September  4,  1974  (Decision  83415).    (See  Page  3). 

4/  Expense  adjustments  are  limited  to  actual  fuel  cost  Increases 

of  $106  per  block  hour  paid  for  the  six  months  ended  June,  1974 
over  year  1973.    1974  block  hours  are  estimated  to  be  31,151, 
the  same  as  in  1973. 
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A-54549 

Exhibit  No. 

Witness:      John  Griffith 
Date:  Sept.  II.  1974 

Page:  4    OF   4 


REVENUE  ADJUSTMENT 


Passenger 

Miles(OOO)  Revenue 


Yield 


1973 

1974  Forecast  with  volume 
increase  of  5% 

Deduct  Revenue  from  Decision 
82354  y 

Deduct  Revenue  from  Decision 
82413  2/ 

Deduct  Revenue  from  Decision 
82908  y 

Deduct  Revenue  from  Decision 
83415  4/ 

TOTAL 

Forecast  1974  without  authorized 
fare  increases 

Annualized  1974  assuming  granting 
of  all  increases  through  Seventh 
Amendment 


539,098 


566,053 


plus 


$39,933,811  .07407 

47,446,562  .08382 

244,050 

331,130 

1,156,041 

140,447 
$   1,871,668 

$45,574,894 


3,891,645  2' 
$49,466,539 


5/ 


)_/  Increase  effective  Jan. 20,  1974  or  94.5%  of  the  year.    Revenue 

estimate  of  $258,254  X  94.5%  =  244,050. 

1/  Increase  effective  February  3,  1974  or  90,6%  of  the  year.    Revenue 

estimate  ofS364,486X  90.6%  =$331,130. 

3/  Increase  effective  June  1 ,  1974  or  58i 3%  of  the  year.    Revenue 

estimate  of$l,982,917  X  58.3%  =$1,156,041. 

4/  Increase  effective  September  1 1 ,  1974  or  30.4%  of  the  year.    Revenue 

estimate  of  $461,998  X  30.4%  =  140,447.    This  represents  authorized 
increases  out  of  a  total  application  for  $1,254,988. 

">_/        Sum  of  revenue  effect  estimates  from  United' s  Application  54549  as 
amended. 
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QUESTION  33  Attachment,  Page  5  of  6 
A-54S49 

Exhibit  No. 

Witness:     John  Griffith 
Date:  Sept.  11,   1974 

Page:  1     cF    S'3 


SUMMARY 


UNITED' S  FINANCIAL  RESULTS  FOR 
MARKETS  WITHIN  CALIFORNIA 


YEAR 

ENDED  DECEMBER   31, 

1973 

Market 

Revenue 

Expense 

Profit  (Loss) 

BFL-FAT 
FAT-BFL 

$       75,583 
161,363 
236,946 

$     210,991 
225,427 
436,418 

$( 

135,408) 
64,064) 

TOTAL 

199,472) 

BFL-LAX 
LAX-BFL 

840,999 

402,151 
1,243,150 

846,674 

532,053 

1,378,727 

5,675) 
129,902) 

TOTAL 

135,577) 

BFL-SFO 
SFO-BFL 

364,250 
376,365 
740,615 

404,933 
498,330 
903,263 

40,683) 
121,965) 

TOTAL 

162,648) 

FAT -LAX 
LAX -FAT 

1,759,310 
1,889,382 
3,648,692 

2,180,319 
2,059.277 
4,239,596 

421,009) 
169,895) 

TOTAL 

590,904) 

FAT-SFO 
SFO  -FAT 

1,519,091 
1,676,956 
3,196,047 

1,814,109 
2,153,828 
3.967,937 

295,018) 
476,872) 

TOTAL 

771,890j 

LAX-MRY 
MRY-LAX 

1,615,299 

'      1,909.735 

3,525,034 

1.435,006 
1,636,108 
3,071,114 

180.293 
273.627 

TOTAL 

453,920 

LAX -SAN 
SAN -LAX 

TOTAL 

1,521,002 
1,573,691 
3,094,693 

2,449,400 
2,433,620 
4,883,020 

( 
( 
(1 

928,398) 

859,929) 

,788.327) 

LAX-SBA 
SBA-LAX 

1,017,618 

740,068 

1,757,686 

888,687 

670,231 

1,558,918 

128,931 
69,837 

TOTAL 

198.768 
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YEAR 

ENDED  DECEMBER 

31,    1973 

Market 

Revenue 

Expense 

Profit  (Loss) 

LAX-SFO 

$    8,377,585 

$10,015,674 

$(1,638,089) 

SPO-LAX 

8,335,890 
16,713,475 

9,802,572 
19,818,246 

(1,466,682) 

TOTAL 

3,104,771) 

LAX -VIS 

209,153 

314,106 

(      104,953) 

VIS -LAX 

266,394 
475.547 

318,814 
632,920 

(        52,420) 

TOTAL 

(      157,373) 

MCE -MOD 

48,148 

183,909 

(      135.761) 

MOD-MCE 

58,708 
106,856 

197,026 
380,935 

(      138,318) 

TOTAL 

(      274,079) 

MCE -VIS 

109,790 

239,049 

(      129,259) 

VIS -MCE 

81,495 
191,285 

221,638 
460,687 

(      140,143) 

TOTAL 

(      269,402) 

MOD-SCK 

76,552 

280,466 

(     203,914) 

SCK-MOD 

83,654 
160,206 

300,058 
580,524 

(      216,404) 

TOTAL 

(     420,318) 

MOD-SFO 

27,246 

133,134 

(      105,888) 

SFO-MOD 

12,863 
40,109 

123,712 
256,846 

(      110,849) 

TOTAL 

(      216,737) 

MRY-SFO 

909,935 

914,015 

(          4,079) 

SFO-MRY 

956,256 
1,866,192 

1,091,914 
2,005,929 

(      135,658) 

TOTAL 

(      139,737) 

SBA-BFL 

126,125 

243,151 

(      117,026) 

SBA-SFO 

1,151,224 

917,029 

234,195 

SFO  -SEA 

1,056,695 

972,568 

84,127 

TOTAL 

2,207,919 

1,889,597 

318,322 

SCK-SFO 

403,008 

408,510 

(          5,502) 

SFO-SCK 

410,306 

460,370 

(        50,064) 

TOTAL 

813,314 

868,880 

(        55,566) 

SFO-SMF 

390,691 

1,338,433 

(      947,742) 

SMF-SFO 

742,697 

1,725,463 

(      982,766) 

TOTAL 

1,133,388 

3,063,896 

(1,930,508) 

GRAND  TOTAL 

$41,277,279 

$50,640,604 

$(9,363,325) 
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34. 


QUESTION:  How  do  you  decide  how  much  capacity  to  offer  in  a  market?  What 
frequency  of  service  to  offer?  Which  markets  to  promote  heavily? 
Who  makes  these  decisions? 


RESPONSE:    Capacity  offering  is  based  on  a  projection  of  market  demand,  with 
due  consideration  of  competitive  factors  beyond  segment  traffic, 
equipment  availability,  and,  importantly,  economics.    Ultimate' 
decisions  are  made  at  the  corporate  policy  level .    The  Marketing 
Division  makes  advertising  and  promotion  decisions  in  concert 
with  field  division  management.    This,  too,  is  reviewed  at  corporate 
policy  level . 


35. 

QUESTION:    How  many  different  classifications  of  inflight  service  do  you 

provide?    (How  many  different  sorts  of,  e.g. ,  First  Class  service? 
How  many  different  sorts  of  economy  service,  etc?) 


RESPONSE:    United  provides  two  basic  classes  of  service  on  all  segments  - 
first  class  and  coach .    In  some  markets ,  United  provides  a  third 
class  of  service  -  economy 
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36. 


QUESTION: 


How  do  you  decide  on  which  routes  and  which  flights  to  offer  a 
particular  classification  of  inflight  service?   Who  makes  these 
decisions? 


RESPONSE:    Several  variations  of  inflight  service  are  offered  within  a  given 
class  of  service  and  several  factors  are  used  to  determine  the 
type  of  service  to  be  offered .    These  include: 

a.  Length  of  Trip  -  For  example,  on  short  haul  flights  service 
is  limited  because  of  the  short  time  available  for  serving 
passengers. 

b .  Time  of  Day  -  The  type  of  service  is  dependent  on  the  time 
of  day  and  appropriateness  of  a  particular  service. 

c.  Competitiveness  -  United  has  a  basic  philosophy  to  provide 
high  quality  service  in  all  markets  and  in  recent  years  has 
upgraded  service  in  many  markets  to  improve  its  competi- 
tive position,  market  share  and  profitability. 

d .  Costs  -  During  the  last  several  years  United  has  taken  action 
to  control  costs  in  all  areas .    Cost  control  considerations 

may  include  modifying  or  changing  a  particular  inflight  service. 

Decisions  regarding  which  service  to  offer  are  arrived  at  by  United's 
Operating  Divisions  (Geographic,  Inflight,  Food  Services)  .    The 
Geographic  Divisions  have  primary  responsibility  since  they  operate 
as  a  profit  center  and  are  charged  for  the  type  of  service  they  select. 


37. 


QUESTION: 
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Could  you  operate  as  efficiently  as  you  do  now  if  your  airline  were 
twice  its  present  size?   Half  its  present  size? 


a .    With  respect  to  fleet  size? 

b  .    With  respect  to  RPM's? 

c.    With  respect  to  passengers  emplaned? 


RESPONSE:    We  believe  that  our  divisional  organization  gives  us  the  advantage 
of  large  size  with  the  flexibility  and  quick  movement  of  a  smaller 
company. 


38. 


QUESTION: 


In  what  ways  and  to  what  extent  do   a)  CAB  reporting  requirements, 
b)  CAB  ticketing  requirements,  c)  other  CAB  requirements  impose 
costs  on  your  operations?    (e.g. ,  preventing  simplified  passenger 
handling  or  accounting  procedures)  ? 


RESPONSE:    We  believe  CAB  reporting  requirements  are  excessive  and  costly. 
Efforts  to  correct  this  have  produced  little . 


1708 


39. 

QUESTION:    Which  CAB  practices  or  procedures  do  you  believe  to  be  the  most 
burdensome  or  least  efficient?   What  recommendations  for  changes 
would  you  make? 


RESPONSE:    One  of  the  most  burdensome,  and  in  our  view  least  productive, 
aspects  of  CAB  proceedings  is  the  massive  volume  of  information 
which  often  must  be  supplied  by  the  carriers  and  other  parties  in 
response  to  requests  from  those  Bureaus  of  the  CAB  which  are  formal 
participants  in  Board  proceedings .    Often  these  requests  are  not  merely 
for  the  production  of  available  information,  but  they  call  for  the  pre- 
paration of  estimates  in  great  detail,  for  a  number  of  time  periods, 
for  numerous^individual  markets  using  methods  specifically  prescribed 
by  the  Bureau  involved.    As  an  example,  in  the  recent  Capacity  Reduction 
Agreements  Investigation,  United  was  requested  to  prepare  900 
separate  profit  and  loss  forecasts  for  various  markets  and  time  periods . 
In  our  view,  requests  of  this  type  place  an  inordinate  burden  on  the 
parties,  resulting  in  protracted  cross  examination   during  hearings. 

A  related  problem  is  the  unnecessary  length  of  some  h&^rings  resulting 
from  extended  cross  examination  of  witnesses  on  matters  of  detail 
far  beyond  that  required  to  establish  a  factual  basis  for  decision. 

A  CAB  procedural  requirement  which  we  believe  should  be  reviewed 
4^  the  short  time  allowed  for  the  filing  of  responsive  documents, 
particularly  the  seven-day  period  which  applies  to  the  filing  of 
answers  to  applications,  petitions,  motions  and  similar  documents. 
Recognizing  the  time  required  for  receipt  and  delivery  of  the  affirmative 
and  responsive  documents,  this  period  is  frequently  inadequate  to 
permit  reasonable  evaluation  of  the  issues ,  the  development  of  a  company 
position  and  the  preparation  of  a  reasoned  and  a  well  supported  answer . 
Not  only  are  these  short  response  times  burdensome,  but  they  deprive 
the  Board  of  the  best  possible  arguments  and  evidence  on  both 
sides  of  the  questions  at  issue. 
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39.    Continued 


Another  basic  difficulty  is  with  the  hearing  process  itsjlf .    Recogniz- 
ing the  need  for  due  process,  there  are,  nonetheless,  areas  in  which 
issues  presently  subjected  to  hearings  can  move  more  expeditiously 
without  hearings  —  and  without  prejudice  to  parties'  rights. 

Tariff  filing  procedure  is  not  efficient.    The  Federal  Aviation  Act 
requires  air  carriers  to  file  tariffs  covering  their  rates  and  charges 
30  days  in  advance  of  the  effective  date.    The  CAB  then  has  30  days 
within  which  it  may  allow  the  tariff  to  go  into  effect,  or  to  suspend 
(and  investigate)  .    In  a  number  of  cases  CAB  does  not  act  to  suspend 
until  the  eleventh  hour  which  causes  serious  difficulties  for  the  carriers. 
For  many  years  the  CAB  has  sought  a  change  in  the  statute  requiring  a 
45  day  filing  and  Board  action  within  30  days .    This  would  go  a  long 
way  toward  correcting  the  problem . 


40. 


QUESTION: 
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How  much  money  have  you  spent  each  year  for  the  last  five  years 
on  salaries,  fees  (including  attorneys  fees)  and^ other  costs  related 
to  CAB  proceedings?   How  much  money  have  you  spent  that  is  in  any 
way  attributable  to  Congressional  lobbying? 


RESPONSE-    Amount  of  money  spent  in  relation  to  CAB  proceedings  are  not 
available,  since  they  include  portions  of  salaries  of  employees, 
fees  to  counsel  and  consultants,  and  other  costs  which  cannot 
easily  be  broken  down . 

We  do  not  have  five  year  figures  showing  money  spent  in  any  way 
attributable  to  Congressional  lobbying  .    For  the  four  quarters  of 
1974  United  reported  lobbying  expenditures  of  $4,191.83. 


41. 

QUESTION:    What  was  the  total  number  of  passengers  emplaned?   1972-October  1, 
1974? 

RESPONSE:    The  total  passengers  emplaned  from  1972  through  9/30/74  were: 


1972 
1973 
197M^  (9  mos) 

Total 


fOOO) 

Scheduled 

Charter 

Total 

28 

,834 

757 

29 

,591 

30 

,250 

926 

31 

,176 

23 

,529 

695 

2^ 

,224 

82,613 


2,378 


84,991 
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42. 

QUESTION:    What  was  the  total  number  of  flights  scheduled  to  operate?   1972- 
October  1,  1974? 

RESPONSE:    The  total  scheduled  flights  for  the  period  1972  through  9/30/74 
were: 


Scheduled 
Departures 

1972  '  552,855 

1973  560,374 
197t+    (9   mos)  378,920 

Total  l,492,lt|9 


43. 

QUESTION:    What  was  the  total  number  of  flights  actually  operated?   1972- 
October  1,  1974? 


RESPONSE:    The  total  scheduled  flights  actually  operated  for  the  period  1972 
through  9/30/74  were: 


Scheduled 

Departures 

Operated 

1972  51+6, im-M- 

1973  555,066 
1971+    (9   mos)  377,070 

Total  1,1+78,580 

In  addition,   during  this  period  9,389   extra   or  advance   sections 
were  also  operated. 
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44. 

QUESTION;    How  many  persons  with  the  primary  duty  of  investigation  or  handling 
consumer  problems  did  you  employ?   1972-October  1,  1974? 

RESPONSE:    The  Consumer  Affairs  Department  (United  Headquarters  Offices)  had 

the  following  number  of  employees  "with  the  primary  duty  of  investigating 
or  handling  consumer  problems": 

January,  1973  through  May,  1974     -     23 
June  through  September,  1974  -     30 

Additionally  the  following  number  of  employees  also  have  specific 
customer  service  responsibilities  in  our  field  and  related  offices: 

Personal  Credit 2 

Passenger  Refunds 27 

Passenger  Relations 

Field 5 

Baggage  Services 

Field ^180 

TOTAL  214 

Total  -  Field  and  Headquarters 

....    244 
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45. 


QUESTION:    What  was  the  total  number  of  comments  recorded?  1972-October  1, 
1974? 

RESPONSE:    132,037 


46. 

QUESTION:    How  many  of  these  comments  were  complaints? 

RESPONSE:    80,775  (61%  of  total  comments  received) 
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47. 

QUESTION:    What  was  the  budget  for  Customer  Relations /Consumer  Affairs 
activities  (excluding  the  amount  paid  for  claims)? 


RESPONSE:    The  budget  for  Customer  Relations /Consumer  Affairs  is: 
(NOTE:    Breakdown  is  same  as  shown  for  question  #44) 
Includes  salaries . 

For  the  Consumer  Affairs  Department  (United  Headquarters  Offices) 

$1,267,338 
For  related  departments  and  stations  (including  Baggage  Service) 

Estimate  -  $48,336,255 

Total:    Consumer  Affairs  Department  plus  other  Headquarters  and 
Field  groups: 

Estimate  -  $49,603,593 
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48, 


QUESTION:    What  was  the  total  amount  of  claims  or  other  monetary  settlement  paid? 

RESPONSE:     $18,649,075  (Total  system  costs  for  period  for  all  aspects  of  lost  or 
mishandled  baggage,  interrupted  trip  expenses,  and  passenger  and 
cargo  policy  adjustments) 

$183,110,977  (If  tariff  refunds  included,  majority  of  which  do  not  involve 
complaints,  but  could  be  considered  "consumer  problems") 


49, 


QUESTION:    What  percentage  of  the  complaints  received  requested  some  form 
of  monetary  reimbursement?    1972-October  1,  1974? 


RESPONSE:    *Statistics  are  not  available  to  provide  a  specific  answer  to  this 

question .    Our  best  estimate  is  that  20%  of  the  complaints  (excluding 
baggage  loss,  damage,  pilferage,  etc.)  received  requested  some 
form  of  monetary  compensation . 
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51. 

QUESTION:    Under  what  circumstances  will  the  carrier  waive  the  tariffs 
in  order  to  settle  complaints  from  mishandled  passengers? 


RESPONSE:    The  mishandling  of  a  passenger  is  always  a  source  of  con- 
cern to  United  Airlines .    Tariffs  cannot  be  "waived"  to  settle 
a  complaint,  but  we  do  have  the  ability  to  make  adjustments 
on  a  "policy  basis"  if,  in  our  opinion,  the  consumer's  com- 
plaint is  justified. 


1717 


52. 


QUESTION:    When  a  complaint  is  received,  what  measures  are  taken  to 
prevent  recurrences? 


RESPONSE:    Remedial  action  on  complaints  is  achieved  in  several  ways, 
depending  on  severity .    Some  recurrences  cannot  be  pre- 
vented, i.e. ,  delays  and  cancellations  because  of  weather 
and/or  mechanical  maintenance .    Individual  stations  are 
advised  by  copy  of  the  complaint  and  our  reply  when  their 
performance  is  sub-standard. 


In  addition,  every  complaint  and  compliment  received  in 
writing  from  consumers  is  "coded"  into  one  of  some  400  cat- 
egories from  which  a  monthly  computer  run  provides  detailed 
information  on  our  System  as  a  whole,  by  Division,  Region, 
and  by  individual  station,  office,  and  domicile.    This  informa- 
tion results  in  a  "Consumer  Affairs  Monthly  Report"  that  is 
distributed  from  the  presidential  level  to  the  managerial  level 
to  alert  all  of  those  responsible  to  sources  of  complaint,  so  that 
they  may  be  corrected  and  that  complimentary  comments  may 
be  reinforced  and  expanded . 

Changes  in  policy  and  tariff  are  recommended  and  effected  to 
minimize  further  complaints  when  they  are  practicable  and 
justified . 
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53. 


QUESTION: 


List  the  two  or  three  airline  practices  that  are  most  frequently 
the  subject  of  passenger  complaints  .    Please  submit  your  manuals 
or  sets  of  instructions  related  to  dealing  with  passenger  complaints . 


RESPONSE:    Our  three  major  complaint  areas  on  a  fairly  consistent  basis  are: 

a.  Mishandled  Baggage 

b .  Food  Service 

(1)  No  choice  of  entree 

(2)  Hot  food  served  cold 

c .  Personnel 

(1)  Attitude 

(2)  Proficiency 

Other  major  areas  of  complaint  fluctuate  depending  on  the  season . 
During  the  winter  months,  complaints  involving  weather  delays 
can  increase  significantly,  whereas,  the  summer  season  normally 
brings  in  a  higher  number  of  complaints  concerning  unaccompanied 
children  and  quality  of  tour  package. 
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54. 

QUESTION:    How  many  pieces  of  luggage  were  mishandled?    1972-October  1,  1974? 

RESPONSE:    Interpretation  -  Mishandled  Bags:  All  bags  delayed  and/or  permanently 
lost 

1,458,245 


55. 

QUESTION:    How  many  were  lost?    1972-October  1,  1974? 


RESPONSE:    Interpretation:    Checked  baggage  that  is  mishandled  and  never 
recovered 


10,509 


56. 

QUESTION:    How  many  were  delayed?    1972-October  1,  1974? 

RESPONSE:     1,447,736 
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57. 

QUESTION:    How  many  were  damaged?    1972-October  1,  1974? 

RESPONSE:    Statistics  are  not  available  for  instances  of  damaged  baggage  handled 
by  individual  stations .    Damaged  baggage  incidents  handled  by  EXO  - 
Consumer  Affairs  totaled  9,640  for  the  period  of  January  1,  1972  through 
September  30,  1974. 


58. 

QUESTION:    How  many  were  pilferred?    1972-October  1,  1974? 

RESPONSE:    Pilferage  incidents  totaled  942  for  the  period  January  1,  1972  through 
September  30,  1974. 


59. 

QUESTION:    What  was  the  total  amount  spent  to  settle  claims  for  mishandled 
luggage?    1972-October  1,  1974? 


RESPONSE:     $13,104,637 
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60. 

QUESTION:    What  was  the  total  amount  spent  to  pay  claims  for  lost  luggage? 
1972-October  1,  1974? 


RESPONSE:    $4,661,936 


61.  and  62. 

QUESTION:    What  was  the  total  amount  spent  to  pay  claims  for  damaged  and 
repair  to  damaged  luggage? 

RESPONSE:    $3,054, 149  (Our  records  do  not  separate  the  amount  of  monies 
spent  for  damage  claims  and  damage  repairs,  but  are  combined 
under  an  account  entitled  "Damaged  Baggage  and  Personal  Property") 


63. 

QUESTION:    What  was  the  total  amount  spent  to  pay  pilferage  claims? 
1972-October  1,  1974? 


RESPONSE:     $460,908 


1722 


64. 

QUESTION:    What  was  the  total  amount  spent  to  pay  claims  for  delayed  bags? 
1972-October  1,  1974? 


RESPONSE:    $507,375  (Referred  to  by  United  Airlines  as  "Interim  Expenses") 


65. 

QUESTION:    What  was  the  total  cost  of  delivering  delayed  bags  to  passengers? 
1972-October  1 ,  1974? 


RESPONSE:    $4,357,269 


66. 

QUESTION:    What  percentage  of  the  number  of  claims  received  exceeded  the 

maximum  liability  limits  specified  in  the  tariffs?    1972-October  1,  1974? 


RESPONSE:    Estimate  -  29%  (NOTE:    This  figure  includes  claims  of  up  to  several 
thousands  of  dollars) 
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67. 


QUESTION;    How  many  claims  were  denied  because  the  baggage  or  its  contents 
were  unacceptable?    1972-October  1,  1974? 

RESPONSE:    Statistics  are  not  available  to  provide  a  definite  answer  to  this 

question .    We  estimate  that  approximately  1%  of  all  claims  are  denied 
^  because  the  baggage  or  its  contents  were  unacceptable. 


68. 

QUESTION:    What  percentage  of  claims  were  paid  in  full?    1972-October  1,  1974? 


RESPONSE:    Our  best  estimate  of  "claims  paid  in  full"   (up  to  our  limitation  of 
liability)  is  90%. 


69. 

QUESTION:    What  percentage  of  claims  were  denied  completely? 
1972  -  October  1,  1974. 


RESPONSE:    While  statistics  on  actual  number  or  percentage  of  denied  baggage 
claims  are  not  available,  we  believe  5%  is  a  good  estimate. 
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70. 

QUESTION:  State  the  carrier's  policy  regarding  proof  of  ownership  of  passengers' 
luggage  and  its  contents.  Submit  any  written  notice  which  is  given  to 
passengers  explaining  this  policy  prior  to  checking  in  luggage. 


RESPONSE:    Proof  of  ownership  is  determined  by  baggage  claim  check  (s)  held  by  the 
passenger  plus  proof  of  travel  provided  by  the  passenger's  ticket  receipt. 


Enclosed  are  copies  of  a  baggage  claim  check,  the  information  presented 
in  each  ticket  and  of  the  signs  posted  at  all  baggage  check-in  counters. 
These  primarily  concern  limitation  of  liability,  but  to  some  extent  do 
imply  the  need  of  a  claim  check  and  ticket  in  regard  to  checked  luggage. 


1725 


IJaitedAirLinea. 

RAGGAGE  CLAIM  CHECK 

BacBJRe  li.-'iilily  liniil  tSOO  pei 
pjssrnger  unless  excess  value 
dcrlai  ed  am)  applicable  clurnes  paid 
SubiPl  10  land  rules  Oilferenl  limit 
lot  Inietnalional  carriage  See  lickH 


ADVICE  TO  INTERNATIONAL  PASSENGERS  ON  LIMITATION  OF  LIABILITY  . 

Passengers  on  a  iourney  involving  on  ultimate  destination  or  a  stop  in  a  country  other  ttian  the  country  of  origin  ore  odvitM 
that  the  provisions  of  a  treaty  known  as  the  Warsaw  Convention  moy  be  applicable  to  the  entire  journey,  including  any  por- 
tion entirely  within  the  countr/  of  origin  or  destination.  For  such  possengers  on  a  iouiney,  to,  from,  or  with  an  agreed  stopping 
place  in  the  United  Stotes  of  America,  the  Convention  ond  special  contracts  of  corric  ge  embodied  in  applicable  tariffs  provide 
that  the  liability  of  certain  carriers  porties  to  such  special  contracts  for  death  of  or  personal  injury  to  passengers  is  limited  in 
most  cases  to  proven  damages  not  to  exceed  U.S.  $75,000  per  passenger,  and  tho'  this  liability  up  to  such  limit  shall  not  de- 
pend on  negligence  on  the  port  of  the  carrier.  For  such  passengers  traveling  by  a  carrier  not  a  party  to  such  special  contracts 
or  on  o  journey  not  to,  from,  or  having  on  agreed  stopping  place  in  the  United  States  of  Americo,  liability  of  the  carrier  for 
death  or  personal  injury  to  passengers  is  limited  in  most  cases  to  approximotely  U.S.  $10,000  or  U.S. $20, 000.  The  nomes  of 
carriers  parties  to  such  special  contracts  ore  available  at  all  licl<et  offices  of  such  carriers  and  moy  be  examined  on  request. 
Additional  protection  can  usually  be  obtained  by  purchasing  insurance  from  a  private  company.  Such  insurance  is  not  affected 
by  any  limitation  of  the  corrier's  liability  under  the  Warsaw  Convention  or  such  special  contracts  of  carriage.  For  further  In- 
formation, please  consult  your  airline  or  insurance  company  representative.  The  limit  of  liability  of  seventy-five  thousand 
United  States  Dollars  obove  is  inclusive  of  legal  fees  and  costs  except  thot  in  cose  of  a  claim  brought  in  a  Stole  where  pro- 
vision is  made  for  seporate  award  of  legal  fees  and  costs,  the  limit  shall  be  the  sum  of  fifty-eight  thousand  United  States  Dol- 
lars exclusive  of  legal  foes  and  costs.  SEE  CONDITIONS  OF  CONTRACT  ON  REVERSE  SIDE  OF  PASSENGER  COUPON. 
NOTICE  OF  BAGGAGE  LIABILITY  LIMITATIONS 
Liability  for  loss,  delay,  or  damage  to  baggage  is  limited  as  follows  unless  a  higher  value  is  declared  in  advance  and  ad- 
ditional charges  ore  poid:  (1)  For  most  international  travel  (including  domestic  portions  of  international  journeys)  to  approxi- 
mately $9.07  per  pound  ($20.00  per  kilo)  for  checked  baggage  and  $400  per  possenger  for  unchecked  baggage,-  (2)  For 
travel  wholly  between  U.S.  points,  to  $500  per  passenger  on  most  carriers  (a  few  hove  lower  limits).  Excess  valuation  may  not 
be  declared  on  certain  types  of  valuable  articles.  Carriers  assume  no  liability  for  fragile  or  perishable  articles.  Further  in- 
formotion  may  be  obtained  from  the  corrier. 


■     ^  /N  r  NOTICE 

,V,the  pdps^ng^r'B  Jb|jfiey  involves  an  ultimate  destination  or  stop  in  a  country  other  than  the  country  of  departure  the  Waisaw  Con- 
vehtion  may  be  appTIcablf  and  the  Convention  governs  and  in  most  cases  limits  the  liability  of  carriers  for  cieath  or  personal  injury  and 
in  respect  of  loss  ol  or  damage  to  baggage   See  also  notice  headed  "Advice  to  International  Passengers  on  Limitation  of  Liability." 

CONDITIONS  OF  CONTRACT 

1  As  osed  in  iri.s  conlraci  I  chel"  means  t'lis  passenger  lickel  and  bagqagv  f^  Any  exclusion  m  limilalion  ol  liability  ot  carrier  shell  epply  to  and  be  tor 
cfieck,  ol  *vhich  I.ese  Condi   c^s  and  ir>e  notices  torm  pan.  "carnage"  is  equiv      ttie   bt  netil  ot  agents,  servants  and  repreaenlalives  ot  earner  and  any  person 


lo  carry  the  passenger  01  h.s  bsgflago  hereunder  ni  perform  any  oiher  service 

represi  nialives 

incidental  to  such  ;*if  ca'nage.  -WARSAW  CONVENTION"  means  the  Conven- 
Arr  Signed  at  Warsaw,  1?th  Ociober   i92S.  Or'lhal  Convention  as  amend.d  At  The 

7    Ch.  Iked  baggage  w.l 
of    dan  age    to    baggage 

bo  delivered  to  bearer  ol  the  baggage  c 

HiV'aX 

Hague,  26ih  September  1955.  whiche-er  may  be  applicable 

latest,    w.thin   7  days  fro 

n   receipt:   m  case   of  delay,    complaml   rr 

ust  be  made 

2.  Carflage  hereunder  !■  aubfeci  to  Ihe  rules  and  llmliaiiona  relating  to  liabltlly 

within    '1  days  from  date 

the  baggage  was  delivered    See  lantts  or 

eatabllahed  by  IKa  Warsaw  Convention  unlets  auch  carriage  la  not  "inlernatlonal 

cainag     regarding  non-m 

carriage"  as  dalined  by  that  Convention 

3    To  the  extern  not  In  conflict  with  the  foregoing  carriage  and  other  services 
periormed  by  each  carrier  are  siibiect  to    (1)  prov.sions  contained  in  ihis  ticket, 
(11}  applicable   laritt'..   (Ill)    carrief's  conoilions  n(   carnage  and  related  regula- 
tions whteh  arn  made  rart  hereof  {and  are  available  on  application  at  ihe  offices 

8.  This  llckel  la  good  lo 

carrltga  (or  one  year  from  date  ot  las 

e.  aicapl  an 

B  ticket,  in  carrier's  terllfa,  conditions  o 

carrlafle,  o 

related  regulations.  Tha 

are  lor  carriage  hereunder  Is  aubject  to 

Chang*  pnc 

age.  Carrier  may  refuse  transportation  If  I 

ha  applicable 

0*  CB"leO.' except    m   transponaiton   between   a   place    m   the   United   States  or 

fare  has  not  been  paid. 

Canflde    and  ^]f    place    ouiatde    thereof   lo    whtch    tanits    tn    force    m    those 

9    Carrnr  undertakes  to 

se  Its  best  ellorts  lo  carry  the  passongar 
of  this  contraci    Carrier  may  wllhuut  not 

and  baggag* 

4     Carner-a    name    may   be   abbreviated   m   the   tichel.   the   full    name    and    .is 

anieed  and  form  no  pan 

ce  stJbatltuI* 

abbreviation   bemg   set  forth   in   carrier's  U'Ufs    conditions  of  carnage     regula- 

aft. and  moy  alter  or  omit  slopping  plec 

es  shown  on 

tions   or  l»metableS;   csruer's   addiess  shall   br   ihe   airport   ul  deparlurc  shown 

sslly    Schedules  are  subject  to  change  w 

oppofliie^'tM.Ufal    abb-evratton    ol    c.irrle''s    "ame    -n    the    ticket,    the    agreed 

Carrier    issumes  no  respo 

nsibflily  for  making  connections 

stopping  places  ate  ihose  places  sei  (oiih  m  this  ticket  or  as  shown  m  carrier's 
timetatnes  as  scheduled  stopping  places  on  the  passengers  roulo;  carnage  to 
be  performed  hereunder  by  several  successive  camera  is  regarded  as  a  single 
operation 

10    Pas  -enger  shall  com 

ly  With  Government  travel  roqulrements, 

clocumenli    and    arrive    at    airport    by    t 

ed.  eniy  enough  lo  complete  departure  p 

me   fixed   by 

5    An  air  c»mer  isaumg  a  ticket  for  carnage  over  Ihe  lines  ot  another  eir  canler 

n     No  agent,  sotvjni  ^r 

rpprespnifltivo  of  carrier  has  authority  to 

olter.  modify 

does  so  onlyta  its  agent 

or  waive  any  provision  of 

h.9  contract 
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71, 


QUESTION:    List  specifically  carrier's  criteria  for  the  acceptability  of  checked 

luggage.    Submit  any  written  notice  which  is  given  to  passengers  ex- 
plaining this  policy  prior  to  the  checking  of  luggage. 


RESPONSE:    Attachment  1  is  a  copy  of  our  regulations  concerning  the  acceptance 
of  checked  luggage.    All  of  our  employees  have  this  information  avail- 
able to  them,  but  we  do  not  submit  any  policy  in  writing  to  the 
.     passengers  prior  to  checking  of  luggage. 
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ACCEPTABILITY 


1.  GENERAL    Accept  inly  in  accordaDCe  with  applicable 
passenger  tariffs  (PF-6  .  Rule  340  and  345).    Also,  these 

regulations  apply. 

2.  STORAGE   Do  not  accept  baggage  or  other  personal 
property  for  storage.    Refer  passengers  to  public  lockers 

or  checkroom  facilities,  regardless  of  the  length  of  time  the 
articles  are  to  be  stored. 

Size   and   Weight 

3.  CHECK  BAGGAGE   No  baggage  is  acceptable  for 
shipment  of  which  the  sum  or  the  greatest  outside 

length  plus  the  greatest  outside  width  plus  the  greatest 
outside  height  exceeds  the  maximum  allowable  80" 
and  70  lbs.  (See  Tariff  PR-6,  Rule  340.  K.  P.  150). 

4.  CABIN  BAGGAGE  (Except  over-the-arm  garment  bags 
covered  below)  must  be  of  such  dimensions  that  they 

can  he  securely  stowed  under  a  passenger  seat.    Accepuble 
items  fi  r  carry-on  may  therefore  not  exceed  the  maximum 
agreed-  to-size  of  9"  x  13"  x  23".    During  takeoff  and 
landing  .  insms  acceptable  as  carry-on  baggage  may  not  be 
placed  in  the  floor  aft  of  the  bulkhead,  windscreen  or  cabin 
divider   and  may  not  be  held  in  a  passenger's  lap.    After 
ukeoff  and  before  landing,  the  passenger  may  hold  carry- 
on  iter  s  in  his  lap. 


A.     Garment  Bap 

1)  "Fold-over"  type  garment  bags  made  of  heavy 
material  (fabric/vinyl/leather/etc.)  and 

constructed  over  a  wood  or  metal  frame  MUST  be 

checked  as  regular  baggage  as  space  limitations 

do  not  permit  them  to  be  hung  in  airplane  coatrooms. 

2)  "Over-the-arm"  type  garment  bags  containing 
the  equivalent  of  two  suits  or  less  and  no  hard 

objects  such  as  shoes,  naveling  kits  or  make-up 
kits,  may  be  placed  in  the  coatroom,  overhead 
rack  or  held  in  passenger's  lap.    Those  containing 
the  equivalent  of  more  than  two  suits  OR  hard 
objects  may  be  placed  ONLY  in  the  coatioom, 
sowed  under  passenger's  seat  or  placed  in  a  Garment 
Bag  box  and  handled  as  check  baggage. 

B.     For  electronic  instruments  which  might  interfere 
with  cockpit  instruments,  see  Regulations  65-2, 
Pa  senger  Restrictions. 

S-9.         (Unassigned) 


10.    SPORTING  FIREARMS  and  Archery  equipment  (bows        ♦ 

and  arrows)  may  not  be  carried  aboard  online  flights  by 
their  owners.  These  items  are  permitted  only  as  checked 
baggage  in  the  cargo  compartment 

A.  Before  a  rifle  or  shotgun  is  accepted  as  checked 
baggage,  die  passenger  must  demonstrate  to  a 

UA  employee  that  it  is  not  loaded.    Inspection  must 
take  place  in  an  area  away  from  the  ticket  counter 
and  other  passengers.    The  passenger  must  do  the 
actual  handling  of  the  weapon. 

B.  After  verifying  that  the  rifle  or  shotgun  is  not 
loaded ,  prepare  the  appropriate  baggage  ug 

chicking  the  weapon  to  the  passenger's  final  destination. 

C.  Place  the  weapon  in  a  UA  carton  for  shipment  as 
checked  baggage.    Use  either  a  UA  Sports  Equip- 

m  nt  Container  (inventory  No.  954-1076-CA700)  or 
U. .  Sportslinci  (inventory  No.  975-1449-BO  885). 

1)  Both  boxes  measure  10"  x  53"  x  3"  and  ate 
designed  to  accept  aU  sporting  firearms  of 

"universal" size. 

NOTE:     Quality  of  construction  of  Sportsliner  requires 
its  being  sold  to  passenger  for  charge  of  $5.  00. 

2)  Store  at/near  counters  to  be  readily  available 
to  all  passengers  carrying  sporting  firearms 

at  time  of  check-in.    Also,  provide  pressure 
sensitive  tape  to  secure  ends  of  boxes  and  attach 
tags. 

NOTE:     When  using  corrugated  cardboard  Sports  Equipment 

Container  for  shipment,  pack  weapon  with  pads 
(invenury  No.  975- 1443- PA  150)  to  secure  and  tape  both 
ends  of  box  with  pressure  sensitive  tape. 

D.  Sidearms    Generally  no  one  may  carry  on  or  about 
his  person  a  deadly  or  dangerous  weapon  invisible 

or  visible  (concealed  or  unconcealed). 

E.  Visible  Sidearms  are  permitted  only  when  worn  by 
uniformed  military  or  civUian  police  officers. 

F.  Passengers  With  Concealed  Firearms  are  permitted 
aboard  a  flight  provided  they  are,  and  identify 

themselves  as: 

1)     Officials  or  employees  of  a  municipality,  state 

or  of  the  United  States  Government  who  are 
authorized  to  carry  arms  and  are  traveling  in  an 
official  capacity. 
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2)  When  such  passengers  are  accepEd.  notify 
Captain  and  First  Flight  Attendant  and  provide 

name  and  seat,  if  known. 

3)  Give  "Advice  to  Armed  Passenger"  form 
(invenmry  No.  973-1301-FO  675)  to  each 

passenger  authorized  to  carry  firearms.    (See  below) 

G.     Remove  unauthorized  hand  weapons  from  a 

passenger's  possession  before  he  boards  the  aircraft. 

1)  If  weapon  is  a  gun,  have  the  passenger  display 
loaded  or  unloaded  status  in  area  away  from 

other  passengers. 

2)  If  loaded,  have  passenger  remove  ammimitidn. 

3)  Then  pack  guns,  including  ammunitiDn  and/or 
all  other  items  retained  as  potential  weapons 

into  a  Personal  Property  Carrier  (inventory  No.  975- 
1447-B0884)  for  shipment  as  checked  baggage. 

4)  Indicate  passenger's  name,  address,  etc.  in 
area  provided  on  Personal  Property  Carrier. 

5)  Use  appropriate  baggage  tag  and  check  box  to 
passenger's  final  destinatioa    Mark  the  claim 

check  portion  of  the  baggage  tab  CW"  to  indicate 
'Confiscated  weapon" 


13.    MILITARY  GROUPS  may  carry  rifles  aboard  regular 

passenger  flights  as  well  as  charter  flights.    Suggest  that 
all  rifles  be: 

A.     Packed  in  military  rifle  boxes  and  placed  in  the 
pits,  or 

B      Packed  in  UA  sports  equipmeat  cartons  and  placed 
in  the  pits ,  or 

C.     As  a  last  resort,  they  may  be  allowed  to  carry  rifles 
aboard  if: 

1)  The  group  leader  conducts  an  "Inspection  arms" 
before  baarding  for  safety  purposes  to  ensure 

that  the  firing  bolts  have  been  removed.    Gather  the 
filing  bolts  and  place  them  in  the  cargo  pits  as 
checked  baggage.    The  group  leader  certifies  in 
writing  on  the  passenger  manifest  kept  by  the  boarding 
station  that  all  bolts  have  been  removed  and  that  there 
ate  no  boles  available  \d  the  group  while  on  board  the 
airplane. 

2)  On  take-offs,  landing,  or  when  the  seat  belt  sign 
is  on,  each  passenger  must  keep  a  firm  grip  on 

hi«  rifle  to  prevent  its  moving  about. 

3)  Block  seats  to  keep  group  together  and  separate 
from  other  passengers. 

4)  Cutomer  Service  Agent  must  Identify  group 
leader  to  Captain  and  First  Flight  Attendant. 


ADVICE  TO  ARMED  PASSENGERS 

Thank  you  for  Identifying  yourself  to  us  as  a  person  authorized  by  Federal  Aviation  Regulation  121.585 
to  carry  a  firearm. 

Occasionally  an  armed  passenger  asks  us  what  he  should  do  if  another  passenger  causes  a  disturbance 
durjng  flight   Our  Stewardesses  and  Pilots  have  been  inslrucled  ho»  to  nandle  passenger  disturbances 
without  assistance  from  other  passengers  and  do  not  expect  your  help 

Dijcharge  of  a  firearm  aboard  an  aircraft  could  cause  a  situation  far  mo-e  dangerous  than  the  original 
dlslurtance  —  and  this  includes  hijacking   Wounding  or  killing  Innocent  bystanders  is  always  a  possi- 
bility but  aboard  an  aircraft  the  innocent  bystanders  might  be  the  Pilots  and  without  them  the  flight 
will  end  In  disaster   Behind  the  walls,  under  the  floor,  and  above  the  ceiling  there  are  many  fuel 
lines,  control  cables,  electric  wires,  and  hydraulic  systems  all  essential  to  safe  flight  and  all  sub- 
ject to  damage  or  destruction  by  a  stray  bullet  or  a  ricochet. 


One  other  point  —  If  your  weapon  is  concealed,  please  keep  it  concealed, 
quite  alarmed  if  they  notice  a  gun  on  anyone  *^o  Is  not  in  uniform. 


Some  passengers  become 


Ihis  note  does  not  replace  your  official  identification,  therefore,  when  .-ver  you  are  armed,  pleas 
ident  i  fy  yourself  to  our  Passenger  Agent  each^  t ime  you  check-in  for  a  f 1 ight . 
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14.    AMMUNITION    Small-arms  ammunition  for  personal 
use  is  acceptable  provided  it  is  packed  in  the  manu- 
facturer's original  box,  or  in  another  box  or  carton,  in  such 
a  way  as  to  prevent  any  movement  of  the  cartridges.     When 
passenger  checks  firearms,  ask  him  about  the  ammunition 
and  how  it  is  packaged. 

NOTE:     Properly  packaged  small  arms  ammunition 

intended  for  personal  use  is  exempt  from 
Federal  regulations  pertaining  to  hazardous  material. 
Reference  FAR,  Vol.  VI,  Part  103.  1  (c),  (1). 


Hazardous   Material 


15.    HAZARDOUS  MATERIALS   The  transportation  of  ceruin 

materials  as  checked,  carry-off,  or  cabin  baggage  is 
either  prohibited  or  restricted. 

A.  If  there  is  reason  to  think  a  hag  or  carton  might 
contain  dry  ice,  mercury,  lEar  gas,  or  any  flamma- 
ble, explosive,  poisonous,  conosive,  bacteriological, 
radioactive,  or  magnetic  material,  ask  the  passenger 
exactly  wliat  it  contains. 

B.  Then  call  the  Air  Freight  .Supervisor  or  lead  Air 
Freight  Agent  to  learn  if  the  material  can  be 

carried  at  all,  and  if  so,  whether  there  are  any  special 
packing  or  loading  restrictions. 

^t    Flammable  and  non-flammable  compressed  gases 
may  be  accepted  as  baggage  if  they  are  contained 
in  appropriate  Dept.  of  Transportation  (DOT)  specifica- 
tion cylinders  or  other  approved  containers  manufactured 
especially  for  containing  and  transporting  the  particular 
compressed  gas  and  pressures,  and  qualifies  for  the  free 
baggage  allowance  specified  in  ihe  Passenger  Rules 
Tariff.    When  the  pressurized  container  does  not  qualify 
for  the  free  baggage  allowance,  it  may  be  shipped  as 
excess  baggage  or  PRAF. 


D.     If  the  cylinder  is  not  DOT  approved,  it  may  be 

checked  as  baggage  and  qualifies  for  the  free  bag- 
gage allowance  specified  in  the  Passenger  Rules  Tariff. 
When  it  does  not  qualify  for  the  free  baggage  allowance, 
it  may  be  shipped  as  excess  baggage  or  PRAF.    The 
passenger-owned  equipment  must  have  the  cylinder  de- 
pressurized  to  a  maximum  of  50  PSI.    Release  of  50 
PSI  due  to  damage  in  a  cylinder  shell  or  valve  is  harm- 
less.   For  this  reason,  cylinders  pressurized  to  50  PSI 
do  not  need  protection.    However,  both  cylinder  and 
its  valve  should  have  some  kind  of  protection  against 
rough  handling  which  could  damage  the  assembly  and 
make  it  useless  or  dangerous  in  any  future  use  when  the 
cylinder  is  fully  pressurized.    Pressutization  to  a  maxi- 
mum of  50  PSI  preveno  moisture  from  forming  inside 
the  cyliniler. 


E.     In  the  case  of  materials  (adio-active,  magnetic, 

etc.)  that  can  be  carried,  but  are  subject  to  loading 
restrictions,  notify  the  Load  Planner,    He  will  co- 
ordlilate  aa;  special  handling  lequited. 


16.    U.S.   WEATHER  BUREAU  mercurial  barometers  are  ac- 
ceptable as  c  ibin  baggage  if: 

A.  Stored  ir  coairoom: 

B.  ^iecured  jpright  with  the  coatroom  tie-downs;  and 

C.  Tayyed  vith  an  online  yellow  transfer  tag 


17.    WEI  STORAGE  BATTERIES  are  accepuble  only  if  they 
are  of  the  "lilectrolyte  Retaining,  Non -Spill"  type. 

A.  If  in  a  container,  make  sure  the  markings  on  the 
conuiner  clearly  indicate  that  the  battery  is  the 

approved  type. 

B.  If  new!feel/TV  cameras  are  presented  as  baggage, 
make    ure  batteries  are  the  approved  type.    If  high- 
intensity  li(;hts  are  a  part  of  the  photographic  gear 
being  checked,  make  sure  batteries  are  disconnected 
before  boxing. 

C.  If  in  doubt,  call  the  Air  Freight  Supervisor  or  Lead 
Air  Fr(  ight  Agent 


Fragile   Articles 

18.    DO  NOT  ACCEPT  AS  CHECKED  BAGGAGE  any  article 

which,  in  your  opinion,  will  not  withstand  routine  hand- 
ling.   Use  good  judgment,  based  on  ±e  nature  of  the  article 
and  how  it  is  packed.     Unacceptable  articles  include  liquids, 
radios,   tape  recorders,  dictation  machines,  portable  TV  sets, 
typewriters,  cameras,  cosmetic  cases,  hatboxes,  etc. 
(Articles  not  accepted  for  checking  may  be  carried  as  cabin 
baggage  provided  ihey  are  within  the  prescribed  dimensions, 
or  a  seat  is  purchased  for  them. ) 

NOTE:      If  a  passenger  insists  on  checking  fragile  articles,  put 

a  Fragile  Sticker  (#0309-973-LA  033)  onicitl,the 
claim  check  and  the  strap  tag  over  the  liability  statement. 
For  single -destination  tags,  put  the  sticker  between  the  city 
code  and  the  flight  number.  For  transfer  tags,  put  one  over 
the  liability  statement  on  the  claim  check,  and  one  at  the 
top  right  half  of  the  strap  tag. 
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19.  FOR  LI  lOSE  ARTICLES  which  cannot  be  oiherwise  check- 
ed, two  types  of  corrugated  boxes  are  available: 

A.  The  General  Purpose  Box  is  15"  square  by  17"  high. 
When  ordering,   specify  inventory  #0026-975-80875. 

B.  The  Garment  Bag  Box  is  25"  by  16 "by  7".    When 
ordering,   specify  inventory  #0027-975-BC)876.     A 

"tube"  for  use  with  the  above  is  boxed  50  to  a  package, 
and  one  package  is  required  for  each  pack  of  boxes. 
Specify  inventory  #0028-975-TLO39  for  the  tube. 
Bicyc  les 

20.  BICYCLES  are  acceptable  as  checked  baggage.     The 
excess  baggage  charge  for  a  single  piece  of  baggage  ap- 
plies.   These  criteria  inust  be  met: 

A.  The  bicycle  is  a  single  seat  touting  or  racing  model. 

B.  It  is  encased  in  a  cardboard  container,  with  the 
iilndlebars  fixed  sideways  and  the  pedals  removed. 


NOTE:      A  box,  70"  X  7-1/2"  X  33"  is  available,   free  to  the 
piissengei,  for  shipping  standard  size  bicycles. 

Musical    Instruments 

21.    BASS     lOLINS  AND  CI  LLOS  are  acceptable  as  baggage 

for  onune  transporution,     if  they  are  in  a  sturdy  and 
rigid  case.     They  may  be  carried  in  cargo  pits  as  checked 
in    the  cabin  on  a  half-fare  basis. 


A.     Advance  Arrangements  must  be  made  through  local 
R  servations  office  which  will  arrange  for  commit- 
ment if  cargo  space  or  make  a  seal  reservation  for  in- 
snumt  It  if  it  must  be  carried  in  the  cabin.     The  reser- 
ved se  I  must  always  be  immediately  behind  a  bulkhead, 
galley  or  cabin  divider,  and  may  not  be  in  a  row  of  seats 
at  a  Window  exit. 

B       Requesu  for  cargo  space  received  for  flight  less  than 
24  hours  in  advance  should  be  declined. 

C.  Reservations  will  Indicate  whether  a  seat  has  been 
reserved  for  the  instrument  or  whether  It  wUl  be 

carried  as  checked  baggage.     This  Information  will 
appear  on  the  airport  copy  of  the  PLR. 

D.  Transportation  charge  for  these  instruments,  if  car- 
ried in  cabin,   is  one-half  the  applicable  one-way 

fare  for  the  class  of  service  used  by  the  passenger  from 
airport  of  origin  to  the  airport   of  stopover  or  destination 
(online).     If  checked  as  part  of  tegular  passenger  baggage, 
regular  excess  baggage  charges  apply.     If  too  large  to  be 
carried  in  pit,  must  be  sent  as  aii  freight  at  applicable 
charges. 


22.    GUITARS,   AMPLIFERS,   SPEAKERS,  etc.  may  be  checked 

as  baggage  if  iiey  are  enclosed  in  a  hard/rigid  case,  or 
transported  in  the  •  abin. 

EXCEPTION:    If  puitars  are  carried  in  the  cabin,   and  they're 

small  enough,   they  may  be  placed  under  a  seat. 
Otherwise,  they  must  be  stowed  in  a  closet  (no  more  than  ni/o 
to  a  closet)      Check  with  ihe  flight  attendant  to  see  if  such  space 
is  available.     If  it  isn't,  guitars  must  be  checked  as  baggage 
and  carried  in  a  cargo  piL    On  airplanes  where  closets  have 
doors,  guitars  need  not  be  tied  down.     In  all  other  closets, 
use  the  tie-Jown  suaps  to  secure  the  guitar.    Also,  guitars 
may  occupy  a  cabin  seat  at  the  applicable  fare  (see  para- 
graph 21). 

A.  If  transported  in  the  cabin  of  standard  size  aircraft,       ♦ 
ttese  instruments  must  be  kept  in  the  seat  next  to  the 

passenger.     The  passenger  and  instrument  must  occupy  a 
row  of  seats  immediately  behind  a  bulkhead,  galley  or 
cabin  divider,  and  that  row  of  seats  must  not  be  located 
at  an  emergency  exit. 

B.  Wide  Body  Alraaft  *" 

747-         Musical  instruments  may  be  secured  In  a 
bulkhead,  window  seat  or  in  one  of  two 
center  seats  in  a  row  immedialely  aft  of 
a  bulkhead  (current  configuration  seats 
lAF  and  17,  27,  36  EF  a.re  allowable). 

DC-10-  Musical  Instruments  may  be  sectued  In  one 
of  the  center  pair  of  seats  immediately  aft 
of  the  forward  lounge  area  or  in  one  of  the 
two  center  seau  in  a  row  immediately  aft 
of  a  bulkhead  (current  configuration  seats 
5CD  and  12,  21DE  are  allowable). 

C.  The  charge  for  a  cabin  seat  is  the  same  as  for  bass 
violins  and  ceUos. 


23.  OTHER  INSTRUMENTS  are  acceptable  as  checked  bag- 
gage provided  they  are  packed  in  a  rigid  case  and  do 

not  exceed  pit  dimensions  or  maximum  weight.    Such  in- 
struments are  also  acceptable  as  cabin  baggage  if  they  do  not 
exceed  prescr-bed  dimensions. 

24.  CHECK -IN  AND  BOARDING  PROCEDURES 

A.  Checked  Baggage  -  Bass  Violins/Cellos   Prepare 
baggage  tag  showing  the  combined  weight  of  the 

instrument  and  case.     Write  the  passenger's  name  on 
back  of  baggage  tag. 

B.  Checked  Baggage  -  Guiurs/Amplifiers/Etc. 

1)      Instruments  must  be  enclosed  in  a  hard/rigid 
case. 


2)     Guitar  strings  must  be  l<x»ened  by  the  owner 
before  It  will  be  accepted  for  checking. 
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3)      If  carried  as  checked  baggage,   the  insttument 
will  be  included  in  deiemniiing  the  free  bag- 
gage allowance  and/ or  any  excess  baggage  charges. 

C.     Cabin  Baggage  -  Base  VioUm/CeUw 

1)  Weigh   and  tag  instrument  as  cabin  baggage. 
Notify  Load  Planning  of  weight. 

2)  Arrange  for  early  boarding  of  passenger  and  in- 
stiiiment  (passenger  should  loosen  sorings). 

3)  Ask  Ramp  Service  to  assist  passenger  in  carrying 
the  instrument  to  the  cabin, 

4)  Place  the  insnuraent  at  a  window  seat  in  the 
tow  of  seats  immediately  behind  a  bulkhead 

ot  class  dividei. 

NOTE:      If  this  seat  is  at  an  emergency  exit,  the  passenger 
and  in  itrument  must  be  accommodated  in  another 
section  of  the  a  irplane  at  the  applicable  fate, 

5)  Wrap  a  cargo  strap  around  the  base  of  the  seat 
le^  at  the  fioor  and  around  the  "peg"  which  has 

been  e<tended  from  the  case  of  the  bass  viol  about 
2".    Piill  the  strap  tight  to  provide  maximum  clear- 
ance between  viol  and  forward  wall.     This  will 
leave  ibout  22 "  clearance, 

6)  iTi  all  cases,  use  seat  belts  and  extensions  or  a 
c^  rgo  strap  to  secure  the  instrument  in  the  seat. 

7)  It  PLM  Remarks  Section,   show  name  of  passen- 
gi  t,  destination  and  type  of  instrument.   Do  not 

includi  instrument's  seat  in  passenger  totals  for  close- 
out  on  I'LM . 


D.     Cabin  Baggage    Most  Large  musical  instruments 

which  will  not  fit  under  a  passenger  seat  must  be 
placed  in  proper  cases  and  checked  as  baggage,  or  a 
seat  can  be  purchased  at  half -fare. 

EXCEPTION:  Some  musicians,  such  as  concert  violinists, 
travel  widi  very  valuable  instruments.    uX 
accepts  dils  type  of  instrument  fot  carry-on  as  long  as  it  can 
be  stowed  under  die  seat, 

25.    SECURING  CARRY -ON  BAGGAGE  IN  SEATS.     Carry -on 

baggage  (if  it  cannot  be  stowed  under  a  pa^nger's 
seat  or  against  a  bulkhead*)  may  be  carried  in  a  foremost 
passenger  seat**if: 

A.     It  is  secured  to  prevent  shifting  under  all  normally 
anticipated  flight  and  ground  conditions 

1^      Only  carry- }n  baggage  of  underseat  size  is  acceptable 
for  stowing    gainst  bulkhead. 

^Ht  Seats  so  oc  upied  must  be  purchased  at  half-fare. 


B.  It  is  packaged  or  covered  to  prevent  injury  to  passen- 
gers. 

C.  It  does  not  overload  the  seat  or  floor. 

D.  It  does  not  resttict  tlie  aisle  or  access  to  any  exit. 

E.  It  does  not  objure  view  of  "No  Smoking"  and 
"Seat  Belt"  signs. 

26.  (Unassigned) 

27.  LIVE  ANIMALS  AS  CARRY -ON  BAGGAGE 

A.  In  certain  instances  very  small  live  animals  (cats, 
dogs,  household  birds)  arFpermitted  as  carry  -on 

baggage  on  UA  flights  on  an  on-line  basis. 

B.  Reservations  advises  the  passenger  of  limitations  on 
kennel  size  and  pet  acceptability. 

1)  UA  provided  kennel  is  made  of  lightweight 
material. 

2)  Maximum  height  of  kennel  is  8". 

3)  Customer-owned  kennels  must  meet  UA  require- 
ments for  strength  and  duiability. 

C.  If  passenger's  PNR  shows  no  record  of  kennel  reser- 
vation, make  Apollo  list  call  (L/PETC)  to  determine 

if  confirmation  can  be  made. 

D.  The  charge  tt>  the  passenger  is  the  same  as  the  stan- 
dard rate  for  all  kennels  -  twice  the  excess  baggage 

rate  for  the  ^egmenu  traveled.  There  is  no  charge  for 
the  pet  liner.  Charges  are  to  be  entered  on  the  Excess 
Baggage  Ticket  stcck. 

E.  Pets  must  meet  all  health  requirements  as  set  fori, 
Hawaii  bound  carry-on  pets  must  go  through  120-day 

mandatory  quarancine. 

F.  One  pet  permitted  per  carry -on  kennel,  except  that 
2 puppies  or  kittens  less  than  10  weeks  of  age  may  be 

placed  in  one  kenneL 

G.  Pets  should  not  be  fed  for  6  to  12  hours  before  de- 
parture; some  water  is  all  righL    Also,  veterinarian 

advice  should  be  sought  about  tranquilzers. 

H.     Aircraft  are  limited  to  one  pet  liner  per  compart- 
ment on  standard  aircraft,  and  one  per  zone  on 
DC-lOs  and  747s. 

1)  Pet  liner  must  go  under  seat  directly  in  front  of 
passenger  during  take-off  and  landing,  and  must 

remain  at  pass'^ngers  feet  furing  flight. 

2)  Passenger  and  kennel  may  not  be  seated  in 
exit  row  of  seats. 

3)  Pet  may  not  be  removed  from  pet  liner  during 
flight.    Passenger  may  insert  hand  into  kennel 

through  the  end  flap  to  quiet  pet  during  flight. 
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72. 

QUESTION:    What  security  measures  are  taken  at  airport  baggage  claim  areas  to 
prevent  baggage  theft? 


RESPONSE:    At  most  airports,  we  have  security  service  or  our  own  employees 
matching  baggage  claim  checks  to  the  actual  bag  tag  to  ensure  that 
the  customer  has  retrieved  his  own  luggage. 


73. 

QUESTION:    What  are  the  procedures  for  the  processing  of  claims  regarding 
pilferage  from  a  passenger's  checked  bag? 


RESPONSE:    Attachment  2  are  procedures  followed  when  a  customer  has  reported 
pilferage. 
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BAGGAGE    PILFERAGE 


PASSENGER  -  MBHANEOD  BAGGAGE  A 
PEESONAL  PBOPERTY.  65-15 

REVISION  #22  _'l,/l/73 

Remcn/e  53  and  6^  .    Insert  S3  and  54. 

Published  for  EXOPW.    Issued  byEXORG. 


1.  BAGGAGE  PILFERAGE  is  the  theft  or  mysterious  disappear- 
ance of  any  personal  property  from  baggage  which  has 

been  in  the  custody  of  UA. 

2.  ANY  REPORT  OF  BAGGAGE  PILFERAGE  reflects  on  the 
integrity  of  UA  and  its  employees.     Therefore,  company 

policy  requires  immediate  investigation  by  the  local  manager, 
or  designated  supervisor,   and  a  prompt  report  to  appropriate 
offices.     Agents  must  not  use  Loss  Report  (UPS  409L)  or  Mis- 
handled Baggage  Report  (UPS  1304)  to  report  alleged  pilferage, 
but  must,  instead,  notify  the  supervisor  on  duty. 

3.  DISCUSSION  WITH  PASSENGER    The  manager  or  super- 
visor should  discuss  the  matter  as  thoroughly  as  possible 

with  the  passenger  and  complete  the  Alleged  Baggage  Pilferage 
Report  (UPS  2369).     Make  no  commitment  to  the  passenger. 
The  passenger  may  be  informed  that  the  loss  will  be  investi- 
gated and  that  he  will  receive  further  word  from  UA. 
4,     IMMEDIATE  ADVICE  At  the  conclusion  of  the  discus- 
sion with  the  passenger,  the  manager  or  supervisor 
should  place  a  Unitel  call  to  the  managers)  or  supervisoi(s)a 
involved  upline  stacioii(s)  and  provide  them  with  sufficient 
detaU  of  the  alleged  pilfeiage  that  immediate  local  investi- 
gation may  be  initiated  as  requiied. 
5.      MANAGER'S  REPORT    When  a  passenger  alleges  baggage 

pilferage,  the  UA  office  in  touch  with  the  passenger 
must  prepare  and  distrioute  a  written  report  within  24  hours. 

EXCEPTION:      If  claim  is  $50  or  less,  no  system  report  is 
required.    Accimiulate  records  of  all  such 
claim  payments  and  submit  Ihem  in  a  Summary  of  Pilferage 
Claims  report  letter  to  your  local  manager  at  the  end  of 
each  month. 

A.  Base  the  report  on  the  discussion  with  the  passenger 
and  the  information  on  the  Alleged  Baggage  Pilferage 

Report  (UPS  2369). 

B.  Include  the  manager  or  investigating  supervisor's 
opinion  as  to  the  validity  of  the  claim  and  his  recom- 
mendation about  a  settlement,  or  notification  that  he 

has  settled  the  claim  locally.    (See  'Claim  Settlement', 
later  in  this  section. ) 

C.  Mail  the  report  in  Confidential  Company  Mail  en- 
velopes (EN  420)  marked  "To  be  opened  only  by 

addressee".     Distribute  tO: 

1)  VR  -  Regional  Vice  President 

2)  Area  Manager 

3)  Area  rV  Offices.  (ATLIV,DCArV,JFKrv,ORDIV, 
SFOIV).  IQ  unusual  circumstances ,  copy  to  EXOIV. 

4)  EXOPW  -  Manager  of  CoHsumer  Relations 

5)  OZ/SA  at  origin  station  (and  -  OZ/SZ  at  con- 
necting stations,  if  applicable) 

6)  Local  Oi/SZ  file. 


NOTE:      Copies  addressed  to  the  Investigation  Division  and 

EXOPW  are  for  their  information  only.     Request  for 
Investigation,  if  warranted,  must  be  made  dirough  admin- 
istrative channels  as  explained  m  Regulations  5-4. 

6.      CLAIM  SETTLEMENT    Claims: 

A.     Up  to  $250  must  be  authorized  by  the  Manager  of 
Station  Operations,  Station  Operations  Manager  or 
City  Manager. 


B.      Up  lo  $500  must  be  authorized  by  the  Regional  Vice 
President. 

7.      INTERNATIONAL  CLAIMS-LIMITATIONS    Any  ticket 

which  includes  international  travel,  or  is  issued  in  con- 
junction with  a  ticket  for  international  a:ansportation,  is 
governed  by  the  limits  of  liability  of  the  Warsaw  Agreement. 
Baggage  weight  is  the  determining  factor.    The  limitation 
is  $18.  00  per  kilogram  of  checked  wei^t,  or,  for  our  pur- 
poses, $8. 16  per  pound. 

EXAMPLE:       Miximum  liability  for  items  allegedly  pilfered 

from  a  44  lb,  bag  may  not  exceed  $359.  04. 
or  $81.  60  for  a  10  lb.  bag. 

Actual  weight  of  the  suitcase,  plus  the  missing  item(s) 
would  have  to  be  determined  if  not  indicated  on  the  passen- 
ger's ticket  or  baggage  tag. 


1735 


United 


7.      IF  MORE  DETAaED  INFORMAtlON  IS  NEEDED  from  the 

passenger,  you  may  ask  him  to  complete  and  return  a 
Missing  Property  Questionnaire  {UPS2368  ).     if  a  claim  ap- 
pears to  be  questionable  you  may  use  the  example  letter 
below: 


Dear 

We  are  very  coaceroed  to  have  received  a  report  of  items 
missing  from  your  baggage  during  your  recent  crip.  This 
is  a  very  unusual  occurrence,  as  we  place  great  emphasis 
on  the  security  of  our  passengers'  belongings. 

You  rray  be  assured  every  possibility  will  be  investigated. 
Since  this  loss  occurred  while  your  luggage  was  being  trans- 
ported interstate,  we  are  required  to  file  a  report  with  the 
Federal  Bureau  of  Invest! gaci on.    The  FBI  has  jurisdiction 
over  all  cases  of  theft  on  the  interstate  shipTients. 

In  the  meantime.  I  am  enclosing  two  copies  of  our  claim 
fwrn.    If  you  have  not  located  the  property,  please  complete 
both  of  these  forms  and  return  one  of  them  to  my  attentioo. 
This  copy  must  be  signed  by  you  and  notarized  before  being 
returned  to  this  office.     The  extra  copy  is  for  your  record. 

If  you  have  not  already  done  so,  please  double-check  your 
home  and  any  otiier  area  involved  to  make  certain  that  the 
missing  items  were  not  inadvertently  left  behind  when  you 
were  packing, 

I  apologize  for  this  additional  paperwork,  but  I  am  sure  you 
can  understand  the  necessity  of  a  sworn  statement  in  a  matter 
of  this  serious  nature.     Thank  you  for  your  assistance  and  I 
will  expect  to  hear  from  you  very  shortly. 

Sincerely, 


8.  IF  THE  CLAIM  does  not  appear  to  be  valid,  tactfully 
deny, 

9,  If  THE  CLAIM  is  over  $25  and  is  paid,  and  investiga- 
tion reveals  that  another  carrier  could  have  been  re- 
sponsible, send  all  detaib  to  EXOPW. 
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Detqiled  detcriplion  of  the  miss.ng  orticle  (including  eslimoted  weigh!  unl«»  the  orticle  Is  vert  smoll).    Make  every  cHoff  lo  obtoin  the  seriol  nwnbert  ol  such 


PtepoT*  0»igin«l  only 
and  routr  to  locar 

Customer  Services  Monoger 


UNITCO  A»R  CtHCS 

ALLEGED  BAGGAGE  PILFERAGE  REPORT 

SEE   REGULATIONS  6S-15 


!  «here  purcAssed.   and  ttie  dale  of  { 


Where  and  when  item  lost  seep.    Determine  whan  the  passenger  lo»t  definitely  sow  the  missing  orticle  ond  when  he  first  noticed  the  lost  of  it. 

WTJ^  cocked  orticle  m  bog.    Determine  il  possenger  pocked  own  bog  or  if  onother  person  poched  for  him.    Discuss  postibilify  thot  orticle    wos  never  pocked. 


in  bog.    Det« 


■  other  voluoble  artii 
pocked  and  whether  then 


.f  article  was  easily  accessible  or  if  it  was  conceoled  under  other  contents.  Also  dett 
which  were  not  token.  If  the  boggoge  (with  other  contents)  is  present  during  the  disci 
>uld  have  been  room  for  the  article  alleged  to  be  missing. 


if  other  contents   disturbed  «id  if  t 
,  notice  whether  bog  is  tightly  or  lo< 


Condition  o(  boo.  Determine  if  bog  wos  locked  or  unlocked  when  checked,  ond  .(  it  was  still  locked  when  received  ot  destinotion.  Determine  if  locks  hove  been 
broken,  picked,  forced,  or  otherwise  tampered  with.  If  baggage  is  present  during  the  discussion,  noltce  whether  the  general  quolity  of  the  bog  ond  other  contents 
is  consistent  with  the  volue  placed  on  the  missing  orticle. 


Boggoge  tog  serial  numbers) 


ling,  including  flight  numbers  of  flights  for  w^ich  boggoge  was  eheckeii    If  baggage  wos  mishandled  en  route,  repoft  oil   details  including  length  of 


)  baggage  wos  daloyed. 


md  ploce  of  check^in.    Determine  whether  boggoge  was  checked  ot  airport  or  ot  a  downtown  terminol,  fa\6  how  long  before  deportui 


Transportation  to  the  ploce  o(  check-in.    Determine  whether  possengeT  come  from  privote  home  or  from  o  hotel,  roilrood  station,  or  bus   station.    Determine  v^other 
he  used  privote  car  or  «ome  form  of  public  tronsportotion.    (Possibility  that  pilferogf  occurred  priof  to  check-in  should  be  thoroughly  discussed  with  pocsengei 


Trcnsoortotion  at  destinotion.    Determine  whether  passenger  went  to  privote  home  Of  to  o  hotel,  etc;  the  type  of  tronsportotion  used;    ond  whether  boggoge  ^ 
exposed  to  tampering  en  route.    Possibility  that  pilferoge  occurred  after  passenger  left  oirport  should  be  throughly  discussed. 


Supervisor's  reconmetidat 


00-    wo.    CODE  REPOnX   PREPAWKD  I 


/      / 
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MAKE  TWO  COPIES 
Send  One  to  United  kU  Lines  in  the 
enclosed  envelope  provided  fof  this 
Copy  Two  it  lor  yout  record. 


UNITED  AIR  LINES 

MSSING  PROPERTY 
QUESTIONNAIRE 


boggoge  claim  check,  ticket  r 
of  your  mistir>g  articles,  if  0i 


When  ortd  where  did  you  lost  see  the  t 


Hot  (oss  been  reported  to  onother  airlir 


ind  city  where  reported. 


DETAILED  OCSCRtPTION 


If  you  need  raOfe  spoce  to  list  orticles,   list  them  on  the  bock  of  this  sheet 
with  some  doto  os  obovc,  or>d  check  box  at  bottom  ot  this  poge. 


O   LOCKED  Q    OAUACEOC 


Wqs  boggoge  m  pos; 


D^'EJ    Dxo 


How  long  before 
departure  of  flight 
was  baggoge  checked 


D :::'.";  =o„-,..  n"::r; 


Wos  your  boggoge  rerouted  or  '  ^'*1'  ""^  Airline  thot  hondled  reroultr 

rechecked  enroute          ["1  MO        I     Iyes'  "        t     "__  •   i  j 
' — '          LJ  '*^'i wos  boggege  cloimed 


How  long  ofter 
ol  of  flight 


O.dyo 
QVE 


DnO. 


I  boggoge  on  ornvot 


Was  boggoge 

delivered  ofter         i— i  r— i 

yourorrivol  U  ^^S     [J  HO 


r  (by  United,  onother  oirliiw,  etc.) 


YOUR  COMPLETE  ITINERARY 


USED  WHAT   TflANSPORTATIOH 


FLIGHT   NO 


FROM  AIRPORT 


sonol  Property  Flo 
eludes  protection  i 


other  inioroice  thot  covers  your  loss?     EXAMPLES:  Brood  Fo 
'  personal  property  while  you  ore  oway  from  home. 


r  Home  ond  Household  Contents 


Thi;  claim  to  be  volid  according  to  opplicoble  tariff  provisi 

Cloim  IS  hereby  made  ogoinst  Umted  Air  Lifws,  Inc.,  in  ttte  amount  of  $_ 


s.  Inc.  within  45  doys  of  the  dtfe  of  lo 
\  forth  herein,  for  o  lo 


I  do  hereby  worrant  the  foregoing  statement  ond  vty  statements 
on  the  reverse  side  of  this  form  to  be  occurote,  complete,  and  tri 


"Noiory  Public  (Seel) 


ADDITIONAL  COMMENTS-Plc. 


iide  and  check  box 


□    SEE  OTHER  SIDE 
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74. 

QUESTION:    What  is  the  average  length  of  time  required  to  settle  a  claim  for  lost 
or  pilferred  baggage? 


RESPONSE:    35  days  from  date  of  loss , 
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75. 


QUESTION:    What  are  the  procedures  regarding  the  investigation  of  the  validity  of 
a  claim? 


RESPONSE:    Upon  receipt  of  a  loss  claim,  usually  10  days  following  loss,  the  claim 

form  is  reviewed  for  completeness .    The  following  documents  are  usually 
attached:    passenger  ticket  receipt,  baggage  claim  check,  declaration  of 
value  of  contents  and  bag.    If  any  of  these  documents  are  missing  the 
passenger  may  be  asked  to  forward  them  to  our  Central  Baggage  Services 
office.    And,  unless  one  of  the  following  occurs,  the  passenger's  claim  is 
settled  for  full  value  when  we  are  satisfied  that  a  loss  did  in  fact  occur . 


1. 
2. 
3. 
4. 
5. 

6. 

7. 


9. 

10. 

11. 

12. 

13. 
14. 


No  claim  check 

Claim  received  after  45  days  from  travel  date 

Late  report 

Suspicions  indicated  by  UA  station  personnel 

No  or  little  contact  from  passenger  after  initial  report  (Apparent  lack 

of  concern  regarding  loss) 

Inconsistencies  between  United  station  report  and  passengers  claim 

More  than  one  bag  lost  and  none  found 

Items  listed  on  PPQ  too  many  for  size  of  bag  or  inconsistent  with 

duration  of  trip 

Excess  value  declared  and/or  large  value  claimed 

Previous  claims  (s)  with  United  and/or  other  airline  (s) 

No  visible  means  of  support  or  self-employed  (when  coupled  with 

other  reasons) 

Pressure  brought  for  quick  payment-indicating  more  interest  in  settlement 

than  return  of  property 

Investigative  report  from  retail  credit  or  other  agency  (s) 

Purchase  of  expensive  clothes  from  out  of  town  stores  and/or  unable 

to  substantiate  ownership  and  value 


Any  unusual  investigations  are  conducted  into  by  the  United  Airlines 
Security  and  Investigation  Division  or  by  an  independent  firm,  such 
as  Retail  Credit  Co.  or  Crawford  and  Co.  and  the  USPS . 
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76. 

QUESTION:    What  is  the  procedure  used  by  the  reservations  staff  to  confirm  requests 
for  seats  during  periods  when  the  computers  are  down? 

RESPONSE:    Attachment  3  are  procedures  used  to  confirm  reservations  when  our 
computers  are  down . 
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Apollo  System 

proce 


60.      FALLBACK  &  RECOVERY 


res 


D.        Schedules 


1) 


CARD  or  other  reference  material  will  be  used  as  an  alternate 
for  Apollo  schedule  displays. 


E.       Availability  (UA) 

1)      Reservations  Offices  are  responsible  for  maintaining  alternate 
availability  information.    ATO's/CTO's  will  call  reservations 
for  their  availability  needs. 


2) 


Until  alternate  availability  information  is  established,  local  super- 
vision should  consider: 


a) 


If  all  offices  are  not  affected  by  the  outage,  establish  tele- 
phone link  to  a  non-affected  office  for  availability  information. 


b)      If  all  offices  are  affected  by  the  outage,  consult  with  local 

OA  management  to  obtain  UA  availability  stored  in  their 
computer. 

3)  When  system  has  been  down  for  a  two  hour  period  (or  is  expected 
to  be  down  for  two  hours)  HDQRR  will  send  a  Unimatic  message 

to  all  affected  reservations  offices  listing  restricted  flight/date/class 
segments  for  today  and  tomorrow . 

4)  When  the  system  has  been  down  for  a  three  hour  period  (or  is 
expected  to  be  down  for  three  hours  or  more)  HDQRR  will  send 

a  Unimatic  message  to  all  affected  reservations  offices  listing 
rest!:icted  flight/date/class  segments  for  a  seven  day  period  (today 
plus  six  days) . 

5)  When  the  system  is  down  for  less  than  two  hours,  each  reservations 
office  wUl  di  velop  their  own  list  of  restricted  flights  for  the  current 

period  (today  and  tomorrow)  .    This  will  be  based  upon  any  planned  load 
information  available,  historical  knowledge  of  popular  flights,   peak 
travel  season,  etc. 

6)  Availability  beyond  the  periods  described  in  3),  4)  and  5)  above 
will  be  assumed  open  with  the  exception  of  holiday  black  periods. 

Extreme  caution  must  be  exercised  with  known  heavy  booking  periods. 


■/'V73 


HJnited  %ir^^IJnes 
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Apollo  System 

proce 


dures 


60. 


FALLBACK  &  RECOVERY 


7)      Each  reservations  office  will  determine  the  most  expedient  method 
to  disseminate  availability  status  to  the  reservations  sales  agents. 

Availability  (OA) 

1)  When  local  access  exists,  contact  the  other  carrier  direct  for 
availability. 

2)  When  local  access  does  not  exist,  process  OA  segments  on  a 
NN  basis . 

3)  On  current  day  transactions,  give  the  complete  transaction  to 
OA  by  phone.    Enter  OA  segment  a:  "HK"  on  the  fallback 

reservations  card. 

4)  Beyond  current  day,  accept  availability  quote  and  enter  on  fall- 
back reservations  card  as  "SS".    These  transactions  will  be 

reported  to  OA  by  manual  Unimatic  messages. 
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UNITED'S  INFLIGHT  APOLLO 


MARKET 

ALL 
ALL 
ALL 
ALL 

ATLBUF 
ATLORF 
BAL  DTW 
BALORD 
BALORD 
BOS  CLE 
BOSMKE 
CLE  ATL 
CLE  BAL 
CLE  BOS 
CLE  DCA 
CLEMKE 
CLEMKE 
CLEMKE 
CLEMSY 
CLEORD 
CLE  PHL 
DCA  CLE 
DCA  CLE 
DCA  PHF 
DEN  LAS 
DEN  SLC 
HNLORD 
JFK  LAX 
LAS  DEN 
LAS  DTW 
LAXSFO 
LGA  CLE 
MBS  CRD 
MSY  CLE 
OAK  PDX 
DMA  DEN 
OMAORO 
ORDCLE 
ORDCLE 
ORD  HNL 
ORD  LAN 
ORD  MBS 
ORD  OAK 
ORD  YYZ 
ORF ATL 
PDX  SFO 
PHF  ATL 
PHL  ROC 
ROC  BUF 
SFO  LAX 
SFO  SEA 
SFO  SEA 
YVR  SFO 


FLIGHT 

DAY  of  WEEK 

All  737'i/First  Cliss 

All 

All 

Sa 

All 

Su 

Out         -  l-'Ms 

All 

836  F 

Mo 

802  F 

Th 

87F 

Mo 

821F 

Su 

171F 

Mo,  Th,  Mo 

999  F 

Fr 

301 F 

Su,  We 

269  F 

Su,  Mo 

966F 

Mo 

732F 

Fr 

908F 

Sa 

301F 

Su 

301 

Su 

701F 

Sa 

255F 

We 

471F 

Mo 

406F 

We,  Su 

357F 

Mo 

455F 

Su 

798  F 

Sa 

857 

Su,Th 

747F 

Th 

990F 

Fr,  Sa 

5F 

Mo 

832/962 

Su 

618 

Su 

405K,  504K,  506K 

Sa 

469F 

Fr 

453Y 

Mo 

230F 

Mo 

206F 

Fr 

857 

Su 

430F 

Th 

364F 

Sa,Tu.Fr 

642  F 

We 

953 

Sa 

538 

All 

276F 

Th 

221 F 

Mo 

682 

All 

675  F 

Sa 

365F 

Mo 

675F 

Mo 

971 F 

Tu 

139F 

Tu 

529K,  533K,  551K 

Fr 

388  F 

Fr 

242F 

Fr 

330F 

Tu 

DATE 

JAN  1  -INFINITY 

JAN  4 

JAN  5 

JAN  1  -JAN  6 

JAN  20 

FEB  27 

APR  7 

AUG  31 

MAY  19,  JUL  24,  SEP  8 

AUG  29 

FEB  2,  APR  9 

FEB  2.  24 

MAY  12 

JAN  31 

JAN  25,  MAR  22 

APR  20 

JAN  1  -  MAR  1 

JAN  4 

FEB  12,  MAR  12 

MAR  24 

FEB  12,  MAR  16 

JAN  20 

MAR  23 

MAR  22 

JAN  1  -MAR  1 

JAN  30 

JAN  1  -MAR  1 

JUL  7 

JAN  1  -MAR  1 

JAN  1  -MAR  1 

MAY  31 

MAY  2 

AUG  11 

MAR  10 

JAN  24 

JAN  1  -MAR  1 

FEB  13 

JAN  25,  FEB  11,  MAY  9 

JAN  29 

JAN  1  -MAR  1 

JAN  1 -MAR  1 

AUG  7 

FEB  24 

JAN  1  -  APR  1 

MAR  15 

MAR  17 

MAR  24 

JAN  7 

JAN  7 

MAY  30 

FEB  21 

MAR  14 

APR  1 
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459.26-460.19 


TAX  AND  DISCOUNT  CONVERSION  TABLE 
Base  Fares  This  Page  $459.26  -  $462.96 


FARE 

TAX 

TOTAL 

BASE 

459.26 

36.74 

496.00 

RT 

918.52 

73.48 

992.00 

50% 

229.63 

18.37 

248.00 

66-2/3% 

306.17 

24.49 

330.66 

75% 

344.45 

27.56 

372.01 

92% 

422.54 

33.80 

456.34 

166-2/3% 

765.43 

61.23 

826.66 

BASE 

460.19 

36.81 

497.00 

RT 

920.38 

73.62 

994.00 

50% 

230.10 

18.41 

248.51 

66-2/3% 

306.79 

24.54 

331.33 

75% 

345.15 

27.61 

372.76 

92% 

423.37 

33.87 

457.24 

166-2/3% 

766.98 

61.36 

828.34 

. 

461.11-462.04 


FARE 

TAX 

TOTAL 

BASE 

461.11 

36.89 

498.00 

RT 

922.22 

73.78 

996.00 

50% 

230.56 

18.44 

249.00 

66-2/3% 

307.41 

24.59 

332.00 

75% 

345.84 

27.67 

373.51 

92% 

424.25 

33.94 

458.19 

166-2/3% 

768.52 

61.48 

830.00 

BASE 

462.04 

36.96 

499.00 

RT 

924.08 

73.92 

998.00 

50% 

231.02 

18.48 

249.50 

66-2/3% 

308.03 

24.64 

322.67 

75% 

346.53 

27.72 

374.25 

92% 

425.09 

34.01 

459.10 

166-2/3% 

770.07 

61.61 

831.68 

FARE 

TAX 

TOTAL 

BASE 

462.96 

37.04 

500.00 

RT 

925.92 

74.08 

1000.00 

50% 

231.48 

18.52 

250.00 

66-2/3% 

308.64 

24.69 

333.33 

75% 

347.22 

27.78 

375.00 

92% 

425.93 

34.07 

460.00 

166-2/3% 

771.60 

61.73 

833.33 

SECURITY  SURCHARGE  TABLE 

Appropriate  charges  must  be  added  to  the  fares 
shown— dependent  upon  number  of  flight  coupons 
involved. 


Number 

Security 

of  Coupons 

Surcharge 

Tax 

Total 

1 

.34 

.03 

.37 

2 

.68 

.05 

.73 

3 

1.02 

.08 

1.10 

4 

1.36 

.11 

1.47 

5 

1.70 

.14 

1.84 

6 

2.04 

.16 

2.20 

7 

2.38 

.19 

2.57 

8 

272 

.22 

2.94 

9 

306 

.24 

3.30 

10 

3.40 

.27 

3.67 

99UA 
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77. 

QUESTION:    What  procedures  are  taken  by  the  accounting  staff  to  check  the  accuracy 
of  rate  computations  and  to  refund  any  applicable  overcharg'^s  to 
passengers? 


RESPONSE:    United 's  Revenue  Accounting  System  is  completely  automate('.    About 
half  of  our  tickets  are  produced  through  our  automated  fare   (uote  and 
ticketing  system  containing  350,000  fares  resulting  in  almost  100  percent 
accurate  pricing. 

The  other  half  of  our  tickets  are  prepared  manually  by  Travel  Agencies, 
Commercial  Customers  and  our  own  Company  ticketing  agents.    These 
manually  priced  tickets  are  repriced  by  our  computer  system.    Our 
computer  price  is  compared  to  the  agent  ticketed  price  and  differences 
suspended  for  a  manual  re-audit. 

Refund  of  overcharges  and  billing  of  undercharges  detected  in  ths 
manual  re-audit  are  accomplished  as  follows: 

Credit  Sales: 

The  credit  charge  slip  is  reduced  to  the  correct  tariff  fare 

and  tax  total  prior  to  billing  the  customer. 

Cash  Sales: 

Travel  agent  and  commercial  account  sales  are  resolved 

through  contact  with  the  selling  offices . 


Sales  by  United  are  resolved  by  correspondence,  using 
customer  addresses  from  reservation  records  and/or 
contacts  with  selling  offices . 
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78. 

QUESTION:    What  is  the  average  lapse  of  time  required  to  process  refunds  on  unused 
tickets,  or  to  refund  fare  adjustments  on  partially  used  tickets? 

RESPONSE:    Approximately  45  to  50%  of  United's  refund  applications  are 

processed  immediately  by  our  travel  agent  or  at  our  field  counter. 
The  remainder,  which  is  processed  by  our  headquarters  location, 
averages  2  weeks  from  the  date  of  application  to  the  date  a  check 
is  mailed  to  the  customer  or  a  credit  mailed  to  a  credit  company  in 
the  passenger's  behalf.    Lost  tickets,  an  exception  to  this  procedure, 
are  covered  in  the  response  to  a  subsequent  question. 


79. 

QUESTION:    What  percentage  of  passengers  made  arrangements  for  such  services 
as  car  rentals  or  hotels  through  the  carrier's  Reservations  Offices? 
What  is  the  cost  to  the  carrier  of  providing  such  services? 


RESPONSE:    Approximately  3%  of  United's  passengers  make  arrangements  for  car 
rentals  through  our  Reservations  Offices.    Our  cost  to  provide  this 
service  is  approximately  $1 .00  per  reservation.    We  do  not  have  any 
data  regarding  the  booking  of  hotels  through  our  Reservations  Offices , 
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80. 


QUESTION:    What  are  the  procedures  for  notifying  passengers  of  schedule  changes? 
Is  automatic  protection  offered  to  the  affected  passengers  on  all  flights 
which  are  canceled  as  the  result  of  a  schedule  change? 


RESPONSE: 


During  schedule  changes,  all  passengers  on  canceled  flights  are  auto- 
matically rebooked  on  alternate  online  service  if  it  is  available  within 
a  reasonable  time  of  their  original  schedule.    They  are  then  advised 
of  the  change  by  the  appropriate  Reservations  Office.    If  no  acceptable 
online  alternate  schedule  is  available,  the  passenger  is  contacted  and 
rescheduled  via  another  airline.    The  parameters  for  reasonable  time 
are  5  minutes  earlier  and  20  mintues  later  than  the  original  scheduled 
time. 
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81. 

QUESTION:    What  is  the  carrier's  policy  regarding  the  replacement  of  lost  or  stolen 
tickets?   What  is  the  policy  regarding  the  refund  of  such  a  lost  or  stolen 
ticket? 


RESPONSE:    United  will  replace  a  lost  ticket  at  a  field  location  if  field  records  indicate 
that  the  ticket  has  been  found  and  turned  in  to  United.    United  will  refund 
a  lost  ticket  at  our  headquarters  location  for  a  $5.00  service  charge 
within  40  to  55  days  provided  that: 

a)  Application  therefore  has  been  made  not  later  than  o  le  month 
after  the  expiration  date  of  the  lost  ticket. 

b)  Application  is  made  on  form  prescribed  on  United. 

c)  The  lost  ticket  or  lost  portion  thereof  has  not  previously 
been  honored  for  transportation  or  refunded  to  any  person. 


d)    The  person  to  whom  refund  is  made  agrees,  to  indemnify 

United  for  any  loss  or  damage,  which  United  may  sustain  by 
reason  of  such  refund. 
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82. 

QUESTION:    What  was  the  cost  to  the  carrier  during  each  of  the  past 

three  years  for  the  establishment,  maintenance,  and  personnel 
for  any  club  or  VIP  lounges? 


RESPONSE: 


Year 


Red  Carpet  Club/Room  Expenses 


1971 
1972 
1973 


$1,584,374 
$1,840,863 
$1,936,655 


The  above  figures  include  United's  administrative  and  operating  costs 
at  headquarters  and  field  locations  . 


83. 

QUESTION:    How  many  passengers  were  denied  boarding  on  flights  for  which 
they  had  confirmed  reservations  or  valid  tickets  (include  no-recs) 
1972-October  1,  1974? 


RESPONSE;    We  incurred  44,821  denied  boardings  in  the  period  January  1,  1972- 
September  30,  1974. 
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84. 

QUESTION:    How  many  of  these  passengers  were  eligible  for  DBC? 
1972-October  1,  1974? 


RESPONSE:    23,735  passengers  were  eligible  for  denied  boarding  compensation 
in  this  period . 


85. 

QUESTION:    How  many  of  these  passengers  were  not  eligible  for  DBC  because 
of  equipment  substitutions?    1972-October  1,  1974? 


RESPONSE:    A  total  of  7,217  passengers  were  not  eligible  for  denied  boarding 
compensation  due  to  equipment  substitution . 


86. 

QUESTION:    Government  requisition  of  space?    1972-October  1,  1974? 


RESPONSE:    No  denied  boardings  were  encountered  due  to  government 
requisition  of  space. 
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87. 

QUESTION:    Failure  to  meet  check-in  or  ticketing  requirements?    1972- 
October  1,  1974? 


RESPONSE:    Not  applicable  to  United . 


QUESTION:    Carrier  was  able  to  rebook  them  on  a  flight  scheduled  to  arrive 
within  two  hours  of  original  flight?    1972-October  1,  1974? 


RESPONSE:     13,869  passengers  were  rebooked  on  flights  scheduled  to  arrive 
within  two  hours  of  the  original  flight. 


89. 

QUESTION:    What  was  the  total  amount  spent  to  pay  DBG  to  passengers? 
1972-October  1 ,  1974? 


RESPONSE:    A  total  of  $1,344,978  was  paid  in  the  form  of  denied  boarding 
compensation  during  this  period . 
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90. 

QUESTION:    What  percentage  of  passengers  with  conditional  reservations 
were  upgraded  to  first  class  on  the  original  flight?    1972- 
October  1,  1974? 


RESPONSE:    Not  applicable  to  United . 


91. 

QUESTION:    What  percentage  of  passengers  with  conditional  reservations  were 
unable  to  board  their  original  flight?    1972-October  1,  1974? 


RESPONSE:    Not  applicable  to  United  . 


92. 

QUESTION:    Does  the  carrier  offer  conditional  reservations,  such  as  "leisure  class"? 

RESPONSE:    United  does  not  offer  conditional  reservations  such  as  "leisure  class." 
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93. 

QUESTION:    If  a  passenger  holds  a  ticket  with  an  "OK"  status  and  the  carrier  has  no 
record  of  the  reservation,  what  procedure  is  followed  in  an  oversale 
situation?   How  is  such  a  passenger's  boarding  priority  affected?    Is 
denied  boarding  compensation  offered? 

RESPONSE:    If  a  passenger  holds  a  ticket   with  an  "OK"  status  and  we  have  no  record 
of  the  reservation,  we  accept  the  ticket  as  valid  reservation.    This  does 
not  affect  the  passenger's  boarding  priority  in  any  way,  and  if  we  are 
unable  to  accommodate  such  passenger  on  the  scheduled  flight  and  cannot 
find  an  alternate  means  to  get  him  to  his  destination  within  two  hours  of  the 
originally  scheduled  arrival  time,  he  will  be  paid  denied  boarding  com- 
pensation . 


94. 


QUESTION: 


Describe  the  procedures  followed  for  dealing  with  bumping .    Enclose 
copies  of  any  manuals  or  the  sets  of  instructions  directed  to  employees 
dealing  with  (a)  bumping  procedures;    (b)  procedures  for  dealing  with 
bumping  complaints;  and,   (c)  priorities  set  in  determining  whom  to  bump. 


RESPONSE:    Our  procedures  concerning  accommodation  of  passengers,  as  well  as  our 
internal  regulations  regarding  same,  are  on  file  with  the  Civil  Aeronautics 
Board . 
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95. 


QUESTION:    How  many  complaints  were  received  regarding  schedule  irregularities? 
1972  -  October  1,  1974? 


RESPONSE:    9,678 


96. 


QUESTION:    What  was  the  cost  of  providing  amenities  to  delayed  passengers 
(food,  hotels,  etc.)?    1972  -  October  1,  1974? 


RESPONSE:    $4,544,644 


1755 


97. 


QUESTION:    What  is  the  procedure  for  getting  flight  status  information  from  aircraft, 

to  operations,  to  computer,  to  reservations  and  other  personnel  responsible 
for  giving  flight  information  to  the  public? 

RESPONSE:    Flight  status  information  is  immediately  entered  into  the  operational 
computer  system  (Unimatic)  by  System  Operations  Control,  Dispatch 
Centers,  stations  and  by  a  central  group  receiving  messages  from 
aircraft.    If  the  information  concerns  an  irregularity,  messages  are 
instantly  and  automatically  sent  to  the  affected  stations .    Public 
information  screens/boards  are  updated  upon  receipt  of  these  messages. 
Flight  status  messages  are  also  sent  to  the  reservations  computer  system 
(Apollo)  .    Routine  advisories  automatically  update  information  in  the 
Apollo  system.    A  central  reservations  group  manually  enters  non- 
routine  information  (e.g.,  diversions)  .    Apollo  information  is  visible 
upon  request  to  any  reservations  agent. 


98. 

QUESTION:    What  is  the  procedure  for  notifying  delayed  passengers  of 
the  availability  of  amenities? 


RESPONSE:    The  procedures  for  advising  passengers  of  the  availability 
of  amenities  during  the  delayed  or  flight  cancel  situation  is 
to  make  general  terminal  and  specific  announcements  in  the 
appropriate  gate  areas .    We  have  also  used  our  own  flight 
publication,  which  is  on  board  all  our  airplanes,  to  advise 
passengers  of  the  amenities  available  to  them  in  these  in- 
stances . 


99. 


QUESTION: 
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List  the  steps  taken  by  your  airline  in  the  past  two  years  to 
simplify  tariff  construction  and  to  protect  the  consumer  against 
overcharges .   (Note  that  Consumer  Union  reported  in  a  recent 
survey  that  because  of  tariff  complexities ,  consumers  are  often 
overcharged.    What  steps  has  your  airline  taken,  since  the 
publication  of  that  survey,  to  prevent  overcharges?) 


RESPONSE;    Over  the  past  two  years.  United  Airjines  has  had  a  program  of 
identifying  actual  passenger  itineraries  for  which  the  fare  con- 
structions are  complex  and  prone  to  errors.    Once  identified,  we 
have  specifically  published  the  correct  fares  in  the  tariff,  so  that 
they  are  readily  available  to  our  ticket  agents  .    Many,  many  thou- 
sands of  these  fares  have  been  identified  and  published  in  this 
manner. 


In  addition.  United  has  done  extensive  development  in  computerized 
fare  quotation  and  ticket  issuance .    Today  the  vast  majority  of  pas- 
senger itineraries  can  be  priced,  and  a  ticket  correctly  issued  without 
any  manual  calculation  by  the  ticket  agent. 


Although  not  directly  related  to  complex  fare  construction,  United  is 
supporting  proposed  legislation  which  would  require  all  air  carrier 
tariff  filings  to  be  made  on  45  days'  notice,  and  any  Civil  Aeronautics 
Board  action  with  respect  to  such  fillings  to  be  made  at  least  15  days 
prior  to  the  intended  effective  date.    If  Congress  manages  to  pass  this 
legislation,  it  will  provide  the  traveling  public  and  the  travel  industry 
with  substantially  improved  lead  time  on  tariff  changes,  thus  eliminating 
or,  at  least,  minimizing  one  cause  of  incorrect  fares  . 


1757 
United 

CONTENTS 

Page  Subject 

3  Lost  and  Found  Function 

Station  Tracing  Responsibilities 

Files  and  Records 

Central  Lost  and  Found  Function  -  EXOPW 

Fradulent  Claims 

Employee  Claims 

5  Mishandled  Baggage 

When  Baggage  is  Discovered  Unbearded 

6  When  a  Passenger  Arrives  Without  His  Bag 

Searching  Before  Preparing  a  Mishandled  Baggage  Report 
Preparation  of  the  Mishandled  Baggage  Report  (UPS  1304) 

11  Baggage  Color  Codes 

Passenger  Purchases 

18  Request  for  Tracing  by  Other  Airlines 
Baggage  Delivery 

19  If  Baggage  Not  Located 

25  Unclaimed  and  On- Hand  Baggage 

Handling  and  Reporting  Unclaimed  and  On  Hand  Baggage 

27  Baggage  On- Hand  Reports 

33  Mishandled  Baggage  Tlrend  Analysis 

Completing  the  Mishandling  Summary  Line  on  the  UPS  1304 

34  Distributing  the  UPS  1304 

37  Damage  id  Baggage  and  Personal  Properly 

Handling  Claims  Locally 

39  Damage  Claims  Adjustment  Guide 

40  Life  Expectancy  Rate  Table 

41  EXOPW  Handling  Claims 
Cennal  Repair  Depot  Handling 

42  Damage  to  Unchecked  Clothing  and  Personal  Articles 

47  Lost  and  Found  Articles 

Lost  Report  (UPS  409L) 

48  Cancelling  a  Lost  Report 

49  Found  Report  (UPS  409F) 

50  Shipping  Article  to  EXOPW 
Return  of  Articles  from  EXOPW 

53  '  Baggage  Pilferage 


1758 


United 


LOST   AND    FOUND    FUNCTION 


THE  LOST  AND  FOUND  FUNCTION 


A.  Traces,  recovers,  and  retJorts  mishandled  baggage 
and  lost  arcicles. 

B.  Renirns  found  articles  to  owners,  or  ships  them  to 
EXOPW. 

C.  Handles  damaged  baggage  claims,  repairs,  or 
replacements. 

Station    Tracing   Responsibilities 

2.  DESTINATION  STATION  uses  the  Mishandled  Baggage 
Report  (UPS  1304)  to  take  the  necessary  information 

from  the  passenger  and  as  a  check  list  to  determine  the  pos- 
sible cause  of  the  mishandling.  The  agent  assigned  to  Lost 
and  Found  is  responsible  for  beginning  the  step  by  step  pro- 
cedures described  later  in  this  chapter.  Agents  on  later 
shifts  are  responsible  for  continuing  the  steps  until  the  bag- 
gage is  located  or  the  file  is  turned  over  to  EXOPW, 

3.  TRANSFER  STATIONS  are  responsible  for  checking  in- 
terline transfer  records  when  the  initial  tracing  message 

indicates  the  baggage  was  checked  for  transfer;  and,  if  no 
transfer  is  shown,  for  initiating  tracing  with  the  other 
airline . 

4.  REQUEST  FOR  TRACING  BY  OTHER  AIRLINE  The  aii- 
Une  that  carried  the  passenger  to  his  destination  is  res- 
ponsible for  tracing  and  handling  to  conclusion  all  baggage 
losses.  If  UA  participated  in  the  transportation  of  baggage 
traveling  over  the  routes  of  two  or  more  carriers,  UA  parti- 
cipates in  the  search. 

NOTE:     UA  also  participates  in  any  claim  settlement  un- 
less it  can  be  shown  that  die  baggage  was  transferred 
to  another  airlines,  or  was  never  received  by  UA. 

Files   and   Records 

5.  KEEP  LOCAL  FILES  AND  RECORDS  for  at  least  60  days. 

6.  KEEP  INTERLINE  TRANSFER  RECORDS  for  15  days. 
Segregate  them  on  a  midnight-to-midnight  basis. 

Take  steps  to  assure  that  other  airlines'  transfer  records  are 
available  locally  for  15  days. 

7-8  (Unassigned) 

Central   Lost   and   Found   Office    -    EXOPW 


9.      EXOPW  is  the  teletype  address  of  the  Central  Baggage/ 

Lost  and  Found  Office  in  Consumer  Relations.  This  office 
operates  five  days  a  week  (Monday  through  Friday)  from  0830 
Id  1700  Central  Time. 


Claims 

Tracing 

A/D  (312)  952  6243 

952  5725 

E/I                      4505 

4770 

K/0                    4701 

6169 

P/S  &  W             5296 

4799 

TUV  -  XYZ      5129 

4139 

LOST  &  FOUND  (unchecked  articles) 
(312)  952  6499 


DAMAGED  BAGGAGE/AIR  FREIGHT 
(312)  952  6394 


(312)  952  4421 

The  mailing  address  is: 

United  Air  Lines 

Consumer  Relations.  Baggage  &  Cargo 

P   O.  Box  66100 

Chicago,  Illinois  60666 

Fraudulent   Claims 

10.   OCCASIONALLY,  UA  recives  fraudulent  claims.    If 

anv  reoort  of  mishandled  baggage  is  questionable,  bring 
it  to  the  attention  of  the  Manager  of  Customer  Services  im- 
mediately.    He  or  his  representative  may  discuss  the  claim  with 
EXOPW.     If  a  request  for  a  formal  investigation  is  decided  upon, 
it  will  be  handled  m  accordance  with  Regulations  5-4. 

NOTE:     It  is  important  that  atiy  discussion  with  the  passenger 

be  completely  normal.    Under  no  circumstances 
will  the  questions  asked  the  passenger    be  anything  other  than 
the  routine  questions. 


Employee   Claims 


11 


GIVE  THE  EMPLOYEE  a  Statement  in  Proof  of  Loss 
(UPS  1747)  with  accompanying  Baggage  Description  and 
Contents  Listing  (UPS  2539).    TeU  him  to  complete  forms 
and  submit  them  with  his  claim  check  and  passenger  coupon 
directly  lo  EXOPW  -  Baggage.    The  claim  will  be  piocessed 
by  EXOPW,  but  no    payment  will  be  made  to  the  employee 
until  the  employee's  manager  has  been  notified  in  writing  of 
the  claim  by  EXOPW,  and  has  the  opportunity  to  make  his 
comments,  if  any. 

12,    CLAIMS-TIME  LIMITATION    All  claims  for  loss,  da- 
mage, or  delay  in  delivery  of  baggage  tit  personal  pro- 
perty must  be  filed  in  writing  with  a  UA  office  within  45  days 
of  the  occurrence. 


EXCEPTION: 


This  time  limit  does  not  apply  to  claims  in- 
volving personal  iojuiy  or  death. 


EXOPW  phone  numbers  are: 

CLAIMS  AND  TRACING  -  BAGGAGE. 

(first  letter  of  claimanc  name  determines  phone  number) 
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MISHANDLED    BAGGAGE 


1.      MISHANDLED  BAGGAGE  is  baggage  that  fails  to  accom- 
pany the  passenger  on  his  flight  or  is  not  available  for 
claiming  at  his  destination. 


THE  PASSENGER  in  this  cas 
Without  Baggage  (PAWOB). 


is  a  Passenger  Arriving 


NOTE:      If  the  passenger's  claim  check  bears  the  notation 

"V/S,  "  this  indicates  he  changed  his  itineiaiy 
through  no  fault  of  UA  and  without  sufficient  notice  to  have 
his  baggage  rechecked.     Complete  a  Mishandled  Baggage  Re- 
port (UPS  1304)  and  use  the  normal  tracing  procedures  des- 
cribed latex  in  this  section.     Help  the  passenger  arrange  for 
delivery  of  the  baggage  at  the  passenger's  expense.    (See 
Mishandled  Baggage  Control  section  for  dissibution  of  copies 
of  UPS  1304. ) 

When    Baggage   is    Discovered    Unboarded 

3.      NOTIFICATION:  Ramp  Setvice  is  responsible  for  notify- 
ing immediately  the  ticket  counter,  the  Lost  and  Found 
Office  or  the  baggage  expediter,  when  any  baggage  is  not 
boarded  on  the  proper  UA  flighu    The  responsible  agent: 


A.  Advise^he  ba^gaRe  handler  on  what  flight  the  bag- 
gage should  now  go,  so  he  can  enter  the  new  flight 

number  on  the  expedite  tag.  (UT-38XL). 

B.  Immediately  sends  teletype  message  to  "LL"  office 

at  passenger's  destination  station.    Advises  new  arrival 
flight  number,   and  cause  of  irregularity  if  known.     If  Ramp 
Service  sends  message,   also  address  local  "LL"  office. 
(Use  Baggage  Disposition  Message,   UPS  1876. ) 

kMPLES:      LAXLL 

FWDG  LAX  FLT  101/  25  1  BG  JOHNSON 
GRIG  TG  LAX  26-09-69  NOW  XPDT  TG 
83-32-54  MSHNDL  CAUSE  NTBD 
ORDLL  25  1030 

SBNLL  CPY  ORDLL 

FWDG  SBN  FLT  726/09  3  BGS  SCHMITT 
CO  27-60-83/82/81  XPDT  TG  29-06-97/98/99 
ORIG  CKD  746/09  MSHNDL  CAUSE  INCO 
ORDCG  09  1030 


4.      FORWARD  THE  BAGGAGE  PROMPTLY  to  the  proper  UA 
destination  or  transfer  point.     DO  NOT  WAIT  for  a  re- 
quest message. 

A.  Prepare  an  Expedite  Tag  with  Log  Copy  (UT  38  XL) 
for  any  bag  not  boarded  on  the  flight  for  which  it  is 

tagged.     Staple  over  face  of  original  tag.     Show  the 
following  information: 

1)  Destination  Station  Code 

2)  Flight  on  which  bag  is  being  sent 

3)  Complete  reverse  side. 

B.  Keep  the  Log  Copy  of  UT  38  XL. 

C.  Route  bag  on  flight  or  flights  that  will  provide  earli- 
est arrivaL     Do  not  route  via  FREIGHTER. 


UNITED  NIR  LINES 
I  EXPEDITE  BAGGAGE 


Q 


RUSH 


AIRLINE  /FLIGHT 


BO  I 


2VV 


33-30-33 
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when    a    Passenger   Arrives 
Without    His   BaRgage 

5.  KEEP  THE  PASSENOTR'S  VIEWPOINT  IN  MIND  when 
discussing  his  mishandled  baggage.    While  our  procedures 

call  for  waiting  periods  before  action  is  taken  in  certain 
tracing  steps,  we  cannot  expect  the  passenger  to  understand 
any  delay  in  tracing  efforts  regardless  of  the  quicker  results 
it  produces.    Usually  there  is  no  need  Id  discuss  UA's  pro- 
cedures for  locating  baggage;  however, 

A.  If  the  passenger  insists  on  knowing  the  steps  that 
will  be  taken,  explain  that: 

1)  We  use  a  computer  tracing  system  as  well  as  a 
private  communications  network. 

2)  Our  stations  are  continually  up-dating  informa- 
tion about  on-hand,  unclaimed  baggage. 

3)  The  large  majority  of  mishandlings  are  resolved 
in  a  short  period  of  time. 

B.  If  the  passenger  demands  immediate  action  requiring 
other  than  normal  tracing  procedures,  use  UNITEL 

or  commercial  long  distance  telephone. 

6.  WHILE  THE  TRACING  EFFORT  IS  BEING  MADE,  contact 
the  passenger  at  least  once  a  day  to  keep  him  informed. 

Note  each  contact  (or  contact  effort  which  is  not  completed 
because  of  busy  line  or  no  answer)  on  the  UPS  1304  so  that 
agents  working  subsequent  shifts  will  be  aware  of  file  status. 
Once  the  bag  is  located,  notify  the  passenger  immediately 
(unless  it  is  after  10:00  PM)  and  advise  him  of  bag(s)  planned 
anival.    Also  work  out  details  of  delivery. 

7-9.    (Unassigned) 


Searching    Before   Preparing   a 
Mishandled    Baggage   Report 

10.    FOLLOW  THESE  PROCEDURES: 

A.  Verify  with  the  passenger  the  destination  on  the 
claim  checks. 

B.  Inspect  advisory  messages  received  to  determine 
if  baggage  is  being  forwarded. 

C.  If  no  messages  have  been  received  advise  ramp  ser- 
vice,  giving  them  the  claim  check  numbers  and 

baggage  description,   so  the  airplane  can  be  thoroughly 
checked,   if  possible.     In  the  case  of  packages,  boxes, 
etc. .   check  Air  Freight  as  these  items  might  be  mistaken 
for  freight  shipments.     If  the  baggage  is  not  found,   and 
has  not  in  the  meantime  arrived  at  the  claiming  area, 
prepare  the  Mishandled  Baggage  Report  (UPS  1304). 
WITHOUT  EXCEPTION.   THE  MISHANDLED  BAGGAGE    ♦■ 
REPORT  MUST  BE  PREPARED  BEFORE  THE  PASSENGER 
LEAVES  THE  AIRPORT. 

Preparation   of   the    Mishandled 

~  Baggage   Report   (UPS    1304) 

IL    USE  THE  UPS  1304  to  get  necessary  information  from 

the  passenger  for  tracing  missing  baggage.    Most  of  the 
captions  explain  themselves.    All  areas  numbered  on 
facsimile  on  the  next  page  must  be  filled  in  as  completely 
as  possible.    Additional  instructions  by  area  are  noted 
below. 

(T)  Enter  social  security  number  only  if  passenger  is 

military.    Also  attach  a  copy  of  military  orders  to 
the  UPS  1304  and  record  permanent  home  address. 

(^  Enter  the  serial  number  of  the  passenger's  flight 

ticket.    Also,  retain  the  passenger's  claim  check 
and  attach      to  Copy  1  of  the  UPS  1304.    Give 
the  passenger  a  Receipt  for  Baggage  Claim  Check 
(UPS  2371).     If  the  passenger  refuses  to  surrender 
his  claim  check,  check  the  box  marked  "No. " 

@    (^    The  most  important  functional  information  areas 
for  baggage  tracing.    These  areas  should  tell 
exactly  what  is  missing  and  where  to  start  looking. 
Use  the  bag  type  numbers  and  color  codes  shown 
on  the  Baggage  Identification  Chart  (UPS  2539). 


ST^'® 
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A  list  of  2  or  3  distinctive  contents  will  facilitate 
tfi^  search  if,  for  example,   the  passenger  has  a 
common  bag  type  or  his  baggage  is  possibly  TGOF 
at  a  downline  station. 

Area  pertinent  to  baggage  transfer  record  informa- 
tion and  close-out  of  PAWOB.    Necessary  when 
closing  out  PAWOB  to  make  appropriate  mishandling 
charge  to  station  (and  carrier,   if  offline)  involved, 
Mark  "Yes"  or  "No"  box  for  record  of  transfer  (if     ■♦- 
applicable)     ON  ALL  occasions,  mark  box  for 
"yes"  or  "no"  regarding  suspicious  circumstances 
involving  report.    If  "yes",  be  sure  to  note  reasons 
on  back  of  white  copy  of  UPS- 1304. 
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uniTED  AiRLines 

STATEMENT    IN   PROOF  OF   LOSS   (UPS    1747) 


UNITED  AIR  LINES 

STATEMENT  IN  PROOF  OF  LOSS 


FM  rouff  RCCOMO 


ih«>ORTANT 

THIS   CLAIM   TO   BE    VALID   ACCORDING  TO 
APPLICABLE    TARIFF    PROVISIONS,     MUST 
BE    FILED   WITH   ONITEO   AIR   LINES.     INC. 
WITHIN    05    DAYS    OF     THE    DATE    Of    LOSS. 


[please  type   or  print  an 

a™,  la.  soon  as 

you  can.  Successful  traci 

q    frequently  a 

epends  upon  prompt,  recei  pt  of  Ifii  s    informal  ion  .          | 

MRa. 

aSe!  %o%V' 

BUSINESS   PMONC 

HOME   ADDRESS 

OCCUP«TION 

CITY 

EMPLOVEO    BV 

"                                     CLUOESOCALSECUR. ER. 

STATE 

IIP  cooc 

BUSINESS   .ODH 

ESS   ICITV      STATE      UPl 

COMP1.ETC  PASSENGER 

>IRLINC;     l>ORM 

•  ERIAL        j    NUMBER 

SASOAGE    CAI 

U   CHECK    NO: 

"rE^cej".*."".. 

D'"   D-o 

p'.''v''°o"rVx'cV."v::s.. 

Dv"    D 

NO 

VALUE   DECLARED 

ATTACH    RECEIPT 

NCETH. 

□  > 

E.      □no 

PROPERTY 

w^h""'," 

OTECTION    AGAINST    LOSS   OP 
ARC    ARAY    PROM  HOME. 

COMPANY 

COMPLETE  ITINERARY 

FOR  OFFICE  USE  ONLY 

FIOH 

TO 

AIRLINE 

FIKHT 

DATE 

YOUR  B.coAaet                  □airport     □oo«nto»n     □other 

NO     OP    BAGS  CMECKEt 

"""-•"'"'°' 

WAS  YOUR    BAOSACE ^^ 

REROUTED  OR                   nYEsONO 

'/o'^eVent 'b^Igc^eQ^.^.. 

V^iof^W-^'"'  '"°  "*''°^=° 

REASON 

'^"  *'"  ^"'"  °"'"'  "*"  "" ""°"'" '""''  ^°"' 

to' 

LOSS  BEEN   REPORTCO 
ANOTHER    AIRLINEt 

Dv 

"D 

« 

IF  YES 

PLEASE   GIVE    AIRLINE 

ADDITIONAL  COMMENTS 

PLEASE  ATTACH  YOUR  aASCAfiC 

CLAIM 

CMtcms 

AKO  rASSCMCIICOUPM  l>OI<TIOII  Of  YOUR 

ICKtTHI. 

1  do  hereby  wairaot  the  foregoiag  statetceQC  and  those  od  the  Bccompanying  fonn(s)  to  be  accurace,  complete,  uue  and  [  hereby  make  a  cla 
against  United  Air  Lines,  Inc.  in  the  amount  of  t for  a  loss  occurring  ^.n  19  . 


The  United  States  Post  Office  has  iDvestigaiive  jurisdiction  under  Federal  laws  relatiag  to  sending  false  or  frauduleoi  claims  through  the  United 
States  mails.  Any  such  claims  received  by  United  Air  Lines  are  reported  to  the  United  States  Postal  authorities. 


Losaes  of  Baggage  in  interstate   shipment  or  of  articles  from  such  baggage  due  to  theft  come  within  the  purview  of  federal  statutes  and,  there- 
fore, are  subject  to  investigation  by  the  Federal  Bureau  of  InTeatigation. 


/     / 
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United 

BAGGAGE    DESCRIPTION    AND    CONTENTS    LISTING    (UPS    2539) 

(Front  side) 


??,%\\''c\%V°'"'                                                              UNITED  AMI  UNES 

REPORTED  MISSING 

PLEASE  TrPE  OR  PRINT                                              BACCACI  DESCdPTIOM  AMD  CONTENTS  LISTING 

PA5St««ER-5  <U<C 

ITM  Of  »«S    ISCE   CHAAT 

M  Rtvtesc  SIOCI 

COLM  6r  ••( 

"'"■  °*  '"*"" 

DATr  PUHCNAeCD 

•■-•" 

l«ITI.Lf.  »»«J.  TA.5.  UMtLS  0>  OT.tH  Cxri.lO.  .Ot.TIf  .C.IIO. 

DESCRIPTION  OF  CONTENTS:    List  nomo(s)  of  other  p«rson<s)  or  companies  which  may  be  on  documents,  papers, 
etc.    Also  any  initials  or  lovndry  marks  virhich  moy  appear  on  clothing. 

ARTICLE 

LABEL  OR  8RAN0 
SIZE.  COLOR    MATERIAL 

■  HERE  PURCHASED 

DATE 
PURCHASED 

ORIGINAL             1 
COST                   1 

If  additional  spoce  is  needed,  please  attach  separote  paper  w4th  some  data  os  obove. 

TOTAL  VALUE  OF 
SAG ANDCONTCHTS 

UPS  2539  REV    12-70  PRIN 

TED  IN  UJiJt. 

1 
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lAGGAGE   DESCRIPTION    AND    CONTENTS    LISTING   (UPS    2539) 
(Backside) 


BAGGAGE  IDCHTIPICATION  CHART 


GROUP    A   -    SUITCASES 


CROUP  X  -  MISCELLANEOUS  BAGGAGE  -  ARTICLES 


Typ» 


TUBES  (Oth«f  than  fishing  •qalpm> 

SURFBOARDS 

ART  OR  DISPLAY  PORTFOLIO 

SAMPLE  CASE  (Custom  mod.) 

AMPLIFIERS/SPEAKERS 

PROJECTORS/MOVIE  0R5L1DE 

SEA  BAG/bUFPLE  BAG 

PARACHUTE  BAG 

PORTABLE  BAR 

MEN'S  SHAVING  KIT 

TRUNK /FOOT  LOCKER 

TENNIS  RACKET  (Bcond) 


Typ» 

80  CAMERA  IH  OWH  CASE  OR  BAG 

81  CARDBOARD  CARTON  OR  BOX 

82  BOX,  OTHER  THAN  CARDBOARD 
(Woodan,  Maiol,  Plostic,  ilc.) 

83  TOOL/TACKLE  BOX 

84  LAUNDRY  BAG 

85  PAPER  BAG/SHOPPING  BAG 
(PAPER-STRAW)  OR  PARCEL 

8i      HAIR  DRYER  IN  OWN  CASE 

87  TYPEWRITER  IN  OWN  CASE 

88  TAPERECORDERIN  OWN  CASE 

89  REC30RO  PLAYER  IN  OWN  CASE 


Typ« 

90  STRING  INSTRUMENT  IN  OWN  CASE 

91  OTHER  MUSICAL  INSTRUMENT 
IN  OWN  CASE 

92  SELF-CONTAINED  SLEEPING  BAG/ 
BED  ROLL 

93  SKIS  (Brond) 

94  SKI  POLES  CBrond) 

95  SKI  BOOTS 

96  FIREARMS 

97  FISHING  ROD(S)  IN  OWN  CASE 

98  GOLF  BAG  AND  CLUBS 

99  ARTICL€  OTHER  THAN  BAG,  NOT 
APPEARING  ON  THIS  LIST  (DESCRIBE) 


OTHER  BAGGAGE  TYPES: 

65  Television/Radio 

66  Kennel,   Pet  Container 

67  Bowling  Ball 
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Baggage   Color   Codes 

ALU  Aluminum/ Silver 

BLU  Blue 

ELK  Black 

BRN  Brown/ Tan/Fawn/Bronze/Copper/ Rust/ Oxblood 

CLR  Clear/Transl'jcent/Opaque/Plastic     ' 

CRM  Beige/Cream/Ivoty/Buff 

CRN  Green/Olive 

GRY  Grey 

PLD  Plaid/Checked/Tweed 

PUR  Purple/Violet/Lilac 

RED  Red/Maroon/Pink 

STR  Striped 

TPY  Tapestry/Floral/Spotted 

WHT  White 

YLW  Yellow/Orange 

Passenger    Purchases 

12.    AUTHORIZATION    A  passenger  whose  baggage  has  been 
mishandled,   and  who  is  away  from  his  home  city,   may 
need  to  buy  some  items  for  personal  care  before  his  baggage 
is  received     (Items  most  often  needed  are  toilet  articles, 
cosmetics,   underclothing,  hose,   a  shirt,   etc.).     If  a  passen- 
ger asks  permission  to  make  certain  purchases  and  his  request 
seems  justified,    the  supervisor  may  authorize  limited  ex- 
penditures.   State  dollar  limit  at  time  of  authorization. 
However,    do  not  voluntarily  suggest  such  purchases  to  passen- 
gers unless  bag  is  still  missing  at  end  of  24  hours  and  passen- 
ger is  away  from  home. 


NOTE:      Offer  . 


light  kit  when  appropriate. 


13.    REIMBURSEMENT 

A.     UA  will  pay  only  reasonable  mterim  expenses.    Ask 
die  passenger  to  obtain  receipts  for  all  purchases  and 
mail  or  bring  them  to  the  local  office.    (He  may  be 
given  a  return -addressed  envelope  for  this  purpose.) 
Make  no  commitment  to  the  passenger  as  to  what 
expenses,   if  any,   UA  will  pay.    Advise  the  passenger 
that  die  expenses  will  be  submitted  for  consideration. 

When  paid  locally,  note  payment  in  appropriate  box 
on  UPS  1304. 


1)  Up  to  $100    Expenditures  up  to  $100  must  be 
authorized  by  the  Manager  of  Customer  Services 

or  Sales.  Mark  passenger's  name  on  the  purchase 
receipts  and  forward  them  with  next  disbursement 
report  to  EXOAP. 

2)  Up  to  S500    Expenditures  in  excess  of  $100  per 
passenger  must  be  authorized  by  the  Regional 

Vice  President  -  Marketing  or  the  Area  Manager  - 
Marketing.    Again,  make  no  commitment  lo  the 
passenger  as  to  what  pan  of  such  expenses  LA  will 
pay.    Individual  circumstances  in  each  case  will 
govern  the  amount  of  any  settlement. 

3)  Over  $500.  00:    Under  certain  conditions,   expen- 
ditures  in  excess  of  $500.  00  may  be  authorized. 

Submit  these  to  the  Divisional  Vice  President 
Marketing  for  authorization. 

B.      When  inrpMinp  huf^f^.  Mr  nrnhandled  and  United 
Is  the  terminating  carrier,  tbe  appropriate  office 
will  handle  interim  expenses  as  described  above.    If 
the  interim  purchases  are  over  $25  and  investigation  re- 
veals that  another  carrier  was  responsible  for  the  mis- 
handling, send  all  details  including  evidence  of  the 
other  aiiline's  responsibility  to  EXOPW. 

14.  START  TRACING  only  after  all  local  checks  have  been 
made,  the  Mishandled  Baggage  Report  has  been  com- 
pleted and  the  passenger  has  left  the  station  witfiout  his 
baggage.    Only  the  specific  tracing  messages  outlined  in  the 
following  regulation!  are  permitted.    Under  no  circumstancea 
should  any  tracing  message  be  addressed  AAALL. 

15.  ONLINE  COMPUTER  BAGGAGE  TRACING  SYSTEM  *- 

A.  The  UA  communications  system  has  been  joined  to 
the  EA  computet  in  CLT  to  provide  a  computer 

system  Xd  assist  in  locating  missing  baggage. 

B.  The  report  of  missing  or  on- hand  baggage  is  in  the 
form  of  a  message  to  the  computer.     TTie  computer 

matches  these  messa^s  witti  records  stored  and  answers 
the  sution  originating  the  trace  with  a  match  or  no- 
match  message  indicating  whether  ot  not  the  computer 
has  located  the  missing  baggage. 

C.  There,  are  3  basic  messages  to  the  computet  which 
permit  cross- analysis  of  on- hand  records  and  baggage 

being  traced,  and  a  means  of  closing  out  a  fUe.     These 


1)  "Need"  Message  (AHL)  -  A  message  to  provide 
the  computet  with  information  to  trace  a 

missing  bag. 

2)  "On- Hand"  Message  (OHD)  -  f  r^essage  to 
provide  the  computer  with  in'  .  mation  on 

unclaimed  bags. 

3)  "Close  File"  Message  (CLO)  -  A  message  to 
remove  OHD  and  AHL  records  ftom  the  computer 

when  a  missing  bag  has  been  located. 
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D.  The  messages  id  the  computer  are  fixed  format. 
Theretore ,   use  the  On-line  Baggage  'nacing 

Message  form  (UPS  2629)  to  assure  that  all  required  in- 
formation is  correctly  formatted.     The  fixed  input 
items  required  for  the  message  are  pre- imi»intEd  on  the 
blank.    The  variable  information  is  entered  on  the  form 
by  the  sending  station. 

E.  The  message  blank  is  formatted  to  permit  all  3 
types  of  messages  to  be  written  on  one  message 

blank.    Ttie  AHL  and  OHD  messages  are  written  in  the 
upper  portion  of  the  blank,  the  CLO  message  in  the  tower 
portioiu 

F.  Cross  out  lines  in  AHL  and  OHD  messages  which 
contain  no  infotmatioD. 

NOTE:  These  messages  are  transmitted  via  the  locally 
established  message  sending  system. 

G.  Incorrectly  formatted  messages  cause  an  error 
response  ftom  the  computer.    On  receipt  of  an 

error  response,  the  sending  station  mirst  originate  a 
collected  message. 

16.     COMPUTER  MATCHING  PROCESS  -  Properly  formatted 

and  transmitted  AHL  and  OHD  messages  accepted  by 
the  computer  generate  the  results  of  the  matching  process 
«D  the  sending  stations.    These  results  are  contained  in 
message  responses  to  these  conditions: 

MATCH 
NEAR  MATCH 
NO  MATCH 

A.     Match    When  at  least  the  passenger's  last  name, 
the  bag  tag  numbers,  and  bag  group  "match" ,  a 
Match  message  is  sent  to  both  the  station  that  originated 
the  AHL  message  and  the  station  that  originated  tbe 
OHD  message.    When  a  "positive"  match  is  made,  the 
program  continues  tracing  beyond  this  fUe  and  trace  all 
remaining  valid  files  in  4e  systein.    The  word  "match" 
will  appear  on  the  line  of  tfie  file  it  has  found  a  match 
on. 


3)      A  partial  match  of  the  name  and/or  initials 

plus  a  match  of  the  bag  group  or  color  or 
bag  tag  number.     The  matching  of  a  pre- determined 
number  or  percentage  of  letters  in  a  name  consti- 
tutes a  partial  name  match. 

IPLE:  BOSLLUA  CLELLUA  ORDLLUA 

CLTXTEA  U  222 
AHL  BOS0233  74X  GRN  JOHNSON  JU  UA  1431 
OHD  CLEOOll  81X  GRN  JOHN 
OHD  ORD0312  74X  GRN  H 

In  this  example,  a  Near  Match  has  been  made  on 
on- hand  reports  submitted  by  CLELL  and  ORDLL. 

NOTE:     It  is  the  responsibtliiy  of  the  stations  initiating  the 

AHL  message  to  contact  the  OHD  station(s)  when 
Match  or  Near  Match  messages  are  received. 

C.     A  No  Match  message  is  generated  to  an  originating 
station  when: 

Information  input  on  an  OHD  message 
does  not  match  any  AHL  message  in  the 
computer  records. 

Data  received  in  an  AHL  message  does  not 
match  any  OHD  records  in  the  computer. 

EXAMPLE:       BOSLLUA 

CLTCEA  031420 

NO  MATCH  AHL  BOS0421  OlA  BLU  BOND 
DB  UA7060 

NOTE:     All  inputs  to  the  computer  resulting  in  a  "No 

Match"  message  whether  AHL  or  OHD,  are  re- 
tained in  the  computer  for  further  matching  on  receipt  of 
additional  AHL  or  OHD  messages. 


EXAMPLE:       PHLLLUA  ORDLLUA 

CLTXTEA  FL108 
OHD  PHL0233  OlA  BRN  PATTERSON  JDP  UA7431  MATCH 
AHL  ORDOOOl  02A  BEN  PATTERSON  JP  UA7431 

B.      A  Near  Match  message  is  generated  to  the  station 

originating  the  AHL  message  and  to  all  stations 
who  have  entered  OHD  messages  that  provide  a  near 
match  based  on  the  following  general  conditions: 

1)  A  match  of  the  name  only. 

2)  A  match  of  the  bag  tag  number. 
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n.    NEED  MESSAGE  (AHL) 

A.     Before  geaeration  of  ftis  message  to  the  compulEr, 
allow  time  for  missing  baggage  to  be  located  using 
convenuonal  nacing  techniques,  e.g.  .  checking  the 
baggage  of  the  next  inbound  flight  &om  the  passenger's 
point  of  origin,  tElephooe  queries  to  originating  stations. 
When  these  methods  fail  to  locate  missing  baggage,  a 
Need  Message  (A  HL)  is  sent  to  the  computer.    The  input 
of  this  message  should  be  4  or  moie  txjurs  after  preparation 
of  the  UPS  1304. 


NEED  BAG  (AHL)/BAG  ON  HAND  (OHD)                                                            _  ..^..TZTX^'Ji"'^  «~.«. 

e 
1 

i 

s 
s 

i 

lAitiQiDiP    |C   ,LiB 

E    ,  A  1 

—  «'""'—  «•■>« 

..•C.    T..>t      .ML    OH    O-O                   3TAT1CM 

vitso.  »                    rivcHo.  4 

I.-.,  (  ,A,H  ,J-\o,^,t 

u  ,A,c)i/  ,-^,3|<?,/  ,2,'/-\o  /  ,;i,S^O  ,/  ,i,4| 

h  ln/,/1,/-  ,Z  .     ,    1 

|3|/?,/-'y,    1 

r4  li;  ,fl  ,7  ,7  ,7,717,7  ,7.  ^17.7.7,7  r7,7,«',<5 

\i\o,l  ,/?l^,^,A/| 

\i\0,Z,/)l^./i.i\j\ 

DOUBLE  VERTICAL  LINES  (  1 1 
DENOTE  A  SPACE. 

\i\z.o.6k.i^.i)\ 

NOTE:  Ciwoul  liim  In  AM.  m  CH>  m» 
«e«  which  contain  no  bifonnctlon. 

\i\H.^,b\6,L,o\ 

CLOSE  FILE  ICLOI 

U  ,  t  ,0,  D,  p  ,c  ,  L,  a 

E    ,  aI 

..sc     t..t                         r.Lt   i*>c 

1  •■■    ,    1    ,  C  ,  L    ,  0  1       ,       , 

,       ,      lU ,A,       ,       ,       ,1 

1  1  ,  ^  1 

19-/^/7^  1   /S-aS-     1    L.UJ^//? 

1 

The  variable  fields  (the  blank  spaces)  of  the  message 
blank  to  be  filled  in  by  the  sending  sutions  are: 

1)     Une  1 

Message  Type  -  "AHL"  is  entered  to  denote 
to  the  computer  that  this  is  a  Need  Message. 


Station  -  The  second  entry  is  the  3  letter  code 
of  the  station  originating  the  message. 


File  Number  -  Each  bag  being  traced  in  the 
computer  system  is  assigned  a  ^e  number,  to 
prevent  erroneous  removal  of  information  when 
Close  Out  Messages  (CLO)  are  sent.    Each 
message  blank  provides  for  a  maximum  of  4 
file  numbers. 


0123  -  First  or  only  bag  being  traced  in  this  transaction. 

0124  -  Second  bag  being  traced  in  ifais  transaction. 


0125  -  Third  bag. 

0126  -  Fourth  bag. 
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NOTE:     If  more  than  4  bags  are  being  traced  in  any  one 
transaction,  initiate  a  2nd  AHL  message. 

Each  station  must  maintain  a  4  digit  AHL  file  number  log. 
Assign  file  numbers  in  numerical  sequence  for  and  within 
transactions. 

Example  of  one  method  of  creating  an  AHL  file  number  log: 

AHL   File   Number   Lou 


5)      Lines  5.  6,  7,  8     Bag  Type  -  Enter  bag  type 

and  group  as  determined  from  the  Baggage 
Identificatian  Chart. 

NOTE:      The  matching  process  conducted  by  the  computer 
is  based  on  the  group  designator.    An  AHL  might 
indicate  a  need  for  an  OlA  BLU. 


0/ 

SxT^f  s^)>f 

J>C 

'i**- 

^ 

»< 

>«- 

JX 

yf 

i*" 

^^MT^' 

■*«<>< 

J^ 

'^ 

>^ 

>- 

--^r- 

^ 

>- 

'jx- 

>Hf 

;»f 

27 

28 

29 

30 

31 

32 

33 

34 

35 

36 

37 

38 

39 

40 

11 

42 

13 

44 

45 

46 

47 

48 

49 

50 

51 

52 

53 

54 

55 

56 

57 

58 

59 

60 

61 

62 

63 

64 

65 
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67 

68 

69 

70 

71 
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SO 

81 
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87 
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89 

90 
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92 

93 

94 

95 

96 

9/ 

98 

99 

A  valid  file  number  may  be  in  a  range  from  0000  to  9999. 

2)  Line  2     Passenger's  Name  -  Enter  the  passenger's 
last  name.    If  the  name  exceeds  12  characters, 

use  ttie  first  12.    This  is  a  required  entry  for  the  AHL 
message. 

3)  Line  3     Bag/Passenger  Initials  -  Enter  the 
appropriate  initials  using  the  following  priority: 

a)  Initials  on  bag. 

b)  Passenger's  fuH  initials, 

Tliis  entry  must  have  no  less  than  1  and  no  more 
than  4  characters. 

4)     Line  4    Airline  ID  and  Tag  Number  -  The  first 

entry  on  fliis  line  is  the  2  letter  airline  code 
and  the  last  4  digits  of  the  claim  check  number. 
Additional  check  numbers  (last  four  digits)  are  entered 
without  airline  code.    A  maximum  of  4  claim  check 
numbers  may  be  entered  on  each  message  blank. 

NOTE:  The  number  of  file  numbers  must  correspond  with 

the  number  of  claim  check  numbers  when  claim 
check  numbers  are  a  part  of  the  message  text.    If  for  some 
reason  all  or  part  of  the  claim  check  numbers  are  not  known, 
exclude  this  line  from  tlie  message.     This  Includes  both  the 
fixed  and  variable  portions  of  the  line.     This  is  the  only  line 
of  a  Need  Message  which  may  be  omitted.    All  other  lines  are 
mandatory.    (See  the  example  which  follows  the  line  explanations.) 
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EXAMPLE:       Need  Message  when  the  claim  check  is 
missing: 


.-■  1 

NEED  RAO  (AHU/BAG  ON  HAND  (OHO) 
lAitiQiO.PiCiLiBiE    ,aI 

.■>-■! 

i 

!.•.,(    ,A,H,t.lP,l    ,T,U,A,0,l    ,Z,9   lOll 

,3,ol    ,     .     .     1     ,     .     ,     1 

MH£,R,R  ,V  ,W,e,A  ,T,t+,e,R.| 

Uk.M,     ,     1 

' 

h             ■      "         ■                   ' 

\*l 1    .      .     1    1     .     .     1     1 

.     1     . 

l5lo,2/kle,R,*Ji 

:|i|S-^,e.lls,B.,Ml 

DOUBLE  VERTICAL  UNES  1 1 1 
DENOTE  A  SPACE. 

Is  1                   II                   1 

I.I          I         1 

NOTE:  Cronoul  linM  In  AM.  tnj  OHDnm- 

1 '  1   1   1   II   1   1   )■ 
[)  ,^\ 

CLOSE  FILE  {CLOI 
JA.t.B.D.P,    CLiBiE    iA| 

1  ■■    ,    1    ,  C  .  U    ,  0  !       ,       ,       1        ,        .       ,  U  ,  A  ,        ,        , 

J 

IZU 

I«ty<3/r2|i335"    1      Pocoee-s 

1 

C.      Tag  Off  Bags     When  a  regular  search  fails  to  find 

a  bag,  the  station  looking  for  Che  lost  bag  may  ask 
the  computer  for  any  Tag- Off  bags  without  name  or 
initials. 

Originate  an  AHL  in  the  prescribed  manner, 
however.  Line  2  will  be  TAG  OFF.    Line  3  -  TG, 
Line  4  the  fictitious  number  UAOOOO  and.  of 
course.  Line  5  the  group,  type  and  color. 


The  computer  gives  you  a  list  of  all  tag  off  bags  stored 
at  that  time.    By  examining  the  location  of  the  bag 
and  the  group,  type  and  color,  you  may  find  a  clue 
to  ttie  bag  you  are  seeking.    The  next  step  is  to  ask 
the  station  holding  the  bag  for  a  verification 
of  contents.    The  tracing  action  can  proceed  from  there. 


StAHLl/BAflOH^ANDTOHD) 


rrm 


>•> 


' r— ^ — 
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D.     CompglEr  ActioQ    If  an  enor  is  detected,  the 
message  is  returned  to  the  sending  stadon  for 
conection.    AHL  mesages  acceped  by  the  computer 
are  matched  with  oii-hat»l  baggage  infonnation  stored 
in  the  computer. 

As  a  result  of  the  matching  piocess,  the  computer 
geiKiates  a  "Match  Message,"  "Near  Match,"  or  "No 
Match  Message"  to  tlje  tracing  station.    In  any  case , 
the  input  dae  is  retained  in  the  computer  for  forttier 
matching  with  OHD  mesages. 

18.   CLOSE  FILE  MESSAGE  (CLO) 

A.     The  Otose  File  Message  (CtO)  is  a  way  to  remove 

AHL  and  OHD  reooids  ftom  the  computer  when 
baggage  nacii^  has  been  snccesfbl. 


NEED  UQ  (AHUAAG  ON  HAM)  mm 
Ia,  f  ,B|D  .P   1  C  ,  L,  B  lE    ,  A  i 

■1 

i 

i 

I 

I 

S 

>.».  r.-«    tm<  am  MO              bt.t.h                                                nu 

nitaa.  •                     nicao.« 

1  .-.  .  1   ,      .       .       1       r      1       ,  U  ,  A  ,      ,       , 

1        ...         1         ...         1 

Ul 

Ul  ,  .  .  1 

3 

Jj  .-...,  1 ...  1 . 

1 

Ul   .   .   i   ,    .   1 

M  ,  ,  1  ,  .  i 

DOUBLE  VEHTICALUNESdJ         1 

DENOTE  A  SPACE. 

Is  1                      1                      1 

4 

NOTE:  CranoutlinninAHLmsaHDmw- 

hi  ,  ,  1  .  .  i 

[TH] 

ClOSE  FILE  (CLO( 

fa.t.B.D.P.C.L.B.E  ,  a| 

I...  I  .c.L  .olA.H.LlD,e,»i,u, 

*.o.4.e,« 

[Tin 

\"^As/i2\l'z30  r'O'CouismL 

J 

B.  Files  not  removed  by  a  CLO  message  are  retained 
in  tile  computer  sysiem  for  72  hours,    ff  a  CLO 

is  lut  originated  by  a  station  prior  to  72  boiBS ,  that 
record  will  be  pcogramatically  deleted  &om  the 
system. 

C.  A  CLO  message  must  he  originated  for  each  file 
number,  i.e. ,  3  file  numbers  in  one  transaction 

requires  3  separate  CLO  messages  to  delete  ttie  entire 
record  established  for  the  transaction. 
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19.    DUPLICATE  FILE  MESSAGE 

A.  This  message  i^  gegeraied  to  a  sending  station  when 
a  Close  FUe  Message  (CLO)  has  been  sent  and  there 

were  two  or  more  identical  file  numbers  in  the  computer 
system.    This  message  indicates  that  the  computer  has 
closed  all  files  with  this  number. 

EXAMPLE:       DCALLUA 

.CLTXCEA  072120 
CLO  OHD  DCA0233  DUPE 
JONES  U  UA2401  21A  GRN 
SMITH  BS  UA1414  15C  BRN 

B.  The  station  receiving  a  duplicate  file  message  is 
responsible  to  determine  which  file  number  is  active 

and  to  re-enter  this  file  in  the  computer. 

20.    TRACING  BAGGAGE  CHECKED  ONLINE     If  the  claim 
check  indicates: 

A.  Properly  Checked  Baggage,  see  "Need  Message" 
paragraph,  this  chapter. 

B.  Baggage  Checked  to  Unknown  Destination  (or  if  No 
Claim  Check)  foUow  "Properly  Checked"  proce- 
dures above. 

C.  Mischecked  Baggage 

1)  Immediately  notify  the  sution  indicated  on 
the  claim  check  to  be  holding  the  bag.    Use 

telephone,  or  teletype  message,  e.g. 

LAXLL 

NEED  BG  DOE/J  MSCK  YOUR  STATION 

TYPE  01  BROWN  SAM  INITIALS  JD  ON 

LAX  61-60-16  WITH  FIRAV  ORD  AND 

ADV 

2)  If  bag  not  located,  follow  "Properly  Checked" 
procedures. 

D.  Standby  Baggage 

1)  If  not  on  board,  notify  origin  station  immedi- 
ately by  telephone  or  teletype  message. 

2)  If  baggage  is  not  found,  follow  "Properly 
Checked"  tracing  procedures. 

21.    INTERLINE  BAGGAGE  TRACING 

A.     Properly  Checked  Baggage  requires  cooperation  to 
fullest  extent  among  carriers  and  stations  involved. 

1)     Same  initial  activity  involved  with  interline 

trace  as  with  on-line  trace  before  implementing 
formal  tracing  procedures. 


a)  Check  all  local  areas 

b)  Complete  UPS  1304 

c)  Wait  approximately  4  hours,  or  for  next 
arrival  flight  (UA  or  originating  carrier) 

from  transfer  point. 

2)  If  foregoing  prove  unsuccessful,  telephone  UA 
office  at  transfer  point  requesting  a  review  of 

ttieii  records  of  Dansfer. 

a)  If  transfer  record  available,  use  standard 
on- line  cacing  procedures. 

b)  If  no  record  of  transfer  available ,  send 
a  "NEED"  message  to  the  originating 

carrier/station.    Have  UA  office  at  transfer 
point  check  with  local  office  of  originating 
carrier  to  determine  if  bag  Is  lost  locally 
at  transfer  point. 

3)  If  transfer  point  baggage  search  is  successful, 
forward  the  baggage  to  the  station  originating 

the  "NEED"  message  using  the  Expedite  Baggage 
Tags  and  appropriate  procedures. 

4)  If  transfer  point  baggage  search  is  unsuccessful, 
forward  an  advice  message  to  sution  originating 

trace  indicating  further  tracing  is  being  done. 

5)  ACTION  BY  TRACING  STATION  AFTER  BAG- 
GAGE RECEIVED   When  the  station  which  ini- 
tiated the  original  need  message  received  the  bag, 
a  close  file  advice  message  will  be  sent  to  those 
stations  :.ddressed  in  any  previous  need  messages. 

EXAMPLE:       ATLLLDL  ORDLLDL 
SLCLLUA 
CLOFI  PSGR  GRASS  WA771 

6)  TRACING  WITH  lATA  CARRIERS    If  ihe  pas- 
senger's itinerary  includes  transfer  from  an 

lATA  member's  fUght  to  the  flight  of  an  ATC 
Member,  the  "NEED"  message  will  be  sent  only  to 
UA  statioiXs)  and  to  the  delivering  lATA  member 
at  die  North  American  gateway.    This  lATA  mem- 
ber wiU  then  be  responsible  for  further  tracing 
thru  to  the  passenger's  point  of  origin. 

7)  If  the  baggage  is  not  found  after  72  hours,  for- 
ward the  complete  file  to  EXOPW  by  company 

mail. 

8)      If  bag  located,  send  "CLOFI"  message  to  inter- 
line connection  point.    If  UPS  1304  has  been 
sent  to  EXOPW,  then  the  CLOFI  message  should  be 
sent  to  EXOPW. 
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B.      Mischecked  Baggage 

1)      Immediately  notify  the  station  indicated  on  the 

claim  check  to  be  holding  the  baggage.    Use 
UNITEL  ox  teletype  message  if  UA  serves  the  station. 
If  UA  does  not  serve  the  station,  telephone  &e  air- 
line at  the  station  to  which  baggage  was  checked. 


2)     If  baggage  not  located  follow   ■ptoperly  Checked 
(Interline)"  tracing  procedures. 

C.     other  Type  of  Mishandling   Use  appUcable  online 
nacing  procedures,  keeping  in  mind  the  interline 
tracing  message  format. 

Request   for   Tracing   by   Other   Airline 

22.  BAGGAGE  CHECKED  ONLINE  BUT  THE  PASSENGER  USED 
ANOTHER  CARRIER   Take  information  on  UPS  1304  and 

use  UA  online  tracing  procedurei.    When  closing  file,  retain 
original  only  in  local  file. 

23.  BAGGAGE  CHECKED  INTERLINE 

A.  Bag  check  shows  UA  as  final  carrier,  however,  pas- 
senger terminates  with  other  carrier,  check  inter- 
line record  of  nansfet  to  determine  if  UA  or  other  airline 
leceived  baggage. 

1)  If  UA  received  baggage,  use  online  tracing  pro- 
cedures. 

2)  If  no  record  of  transfer  to  UA  from  delivering 
canier,  use  interline  nacing  procedure. 

B.  If  bag  check  shows  UA  was  originating  canier,  check 
baggage  on  hand  and  other  areas  where  baggage 

might  be. 

1)  If  unable  to  locate,  take  all  available  informa- 
tion on  UPS  1304.    Ask  requesting  airline  for 

additional  information  if  needed.    Check  with  re- 
questing airline  periodically  to  see  if  file  is  open. 

2)  Use  online  tracing  procedures  for  T2  hours. 
Then  notify  requesting  airline  that  you  haven't 

found  baggage.    Close  local  file,  retain  original 
only  in  local  file. 

C.     If  bag  check  shows  UA  was  not  originating  or  termin- 
ating canier,  but  was  an  interim  canier,  follow  pro- 
cedures outlined  in  B  above. 

NOTE:     Advise  requesting  airline  whether  or  not  UA  received 

baggage  from  airline  at  up- line  point.    Give  any 
other  transfer  information  you  have  in  cases  of  four  leg  itin- 
eraries to  requesting  carrier. 


Baggage   Delivery 

24.  AS  SOON  AS  MISHANDLED  BAGGAGE  IS  RECEIVED, 
phone  or  wire  the  passenger  telling  him  the  baggage  has 

been  found.     If  the  passenger  indicates  it  is  inconvenient  for 
him  to  pick  up  the  baggage,  arrange  delivery.    Record  details 
of  the  delivery  anangements  on  the  UPS  1304. 

NOTE:    Complete  Mishandled  Summary  Line  of  UPS  1304  (see 
MISHANDLED  BAGGAGE  TREND  ANALYSIS  later). 

25.  UA  PAYS  DELIVERY  EXPENSE  unless  the  passenger's  claim 
check  is  marked  "V/S".     (Voluntary  Separation) 

A.  In  case  of  interline  checked  baggage  when  UA  is 
the  terminating  carrier,   UA  pays  the  delivery  ex- 
pense.    If  the  cost  is  over  $25.  00  and  your  investigation 
reveals  another  airline  caused  the  mishandling,  send  all 
deuils  to  EXOPW. 

B.  In  the  case  of  UA  1/2  fare,   1/4  fare,  or  other  non-      ♦ 
revenue  passengers,  first  determine  if  the  baggage 

can  be  picked  up  at  the  airport.     If  this  will  create  a 
hardship,  deliver  the  baggage  at  UA  expense. 

C.  In  the  case  of  Youth  Fare  and  Military  Sundbv  pas- 
sengers,   UA  pays  the  delivery  expense  if  the  baggage 

was  mishandled. 

26.  INSURANCE    If  delivery  is  by  commercial  other  than 
local  delivery  service,  canier  insure  shipment  for 

$500  01  highest  amount  obtainable. 

27.  USE  THE  QUICKLY  DELIVER  TAG  (UPS  2038)  for  local 
baggage  delivery. 

A.     If  there  is  only  one  bag: 

1)  Complete  ug  down  through  "UA  CONTACT, 
NAME  and  PHONE  NUMBER",  and  attach  entire 

ug  to  bag. 

2)  After  delivery  service  representative  signs 
"BAGS  RECD  BY"  section,  detach  first  three 


a)  Send  original  to  station  auditor. 

b)  Attach  duplicate  to  UPS  1304. 

c)  Give  third  copy  to  delivery  service  repre- 
senutive. 

NOTE:      The  delivery  service  representative  should  have  the 

addressee  or  his  authorized  representative  sign  the 
UPS  2038  when  he  delivers  the  bag.  The  delivery  service 
can  use  the  triplicate  copy  to  bill  UA. 
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REQUEST   FOR   BAGGAGE    INVENTORY    LETTER  (UPS    18  7  8) 


UNITED/ 


We  art  sorry  that  our  prdiroinary  efforts  to  locate  your  missing 
bagga^  Kave  been  unsuccessful.  In  order  to  broaden  our  search, 
our  entire  file  is  being  referred  lo  our  Traong  Center  for  further 
handling- 

We  would  appreciate  your  assistance  in  fdliilg  out  the  enclosed 
questionnairels)  (If  more  than  one  bag  ia  missmg,  fill  out  a  sep- 
arate questionnaire  for  each-jPkase  forward  as  soon  a-«  possible 
in  the  enclosed  pe-addressed  enwlope-  This  will  give  our  Tracing 
Center  the  detailed  information  they  need  The  other  copies  may 
be  kept  for  your  tccords- 


In  the  meantime,  our  deepest  apologies  for  the 
this  sittution  is  causing  you- 
UNITED  AIR  LINES 


PLEASE  DIRECT  FUTURE  INQUIRIES  TO: 

United  Air  Lines 

Esecutive  Offices 

Consumer  Relations  Department 

P.O.  Box  66100 

Cliicago.  Illinois  60666 


32.    REVIEW  THE  UPS  1304    Complete  all  applicable  entries.    If  interline  travel  is  involved,  check  the  Record  of 
Transfer  box.    Distribute  to: 

A.     White  and  pink  copies  to  EXOPW  with  complete  message  file  and  any  other  pertinent  information  available. 
Include  claim  checks. 


B.      Green  copy  o  station  file. 
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If  there  is  more  than  one  bag  to  deliver  to  the  same 
passenger; 

1)  Complete  only  one  UPS  2038  as  instructed  above. 
In  "INSTRUCTIONS"  section,  write  "Lot  ship- 
ment —  Number  1  of  (total  number  of  bags)". 

2)  Use  Expedite  Tags  (UT  38XL)  for  other  bags  in 
the  shipment.    Write  the  number  of  the  UPS 

2038  on  the  expedite  tag  and  "Lot  shipment  -  Num- 
ber 2  of  (total  number    f  bags)",  etc. 


UNITED 

AIR 

LINES 


>H  RCfiULATlONt  aB-IlN 


3-0EUVEI<>   DRIVER  (INVOICE) 


4 -PASSENGER 


QUICKLY  ^fflP^ 

^^^^^ No.  394525 

ADDRESS  ^-—  r\ 

APT.  NO.  I  PHOHE   NUMBER 

S  T      i    y  J  7    ^'^'^ 


INSTRUCTIONS. 


33/2cr'>^ 

/lUxi'^fCr. 

\y^{T!T799- 

]"]to  \7i\"nyO  •♦J'l 

^Oi^ 

"XT/ 


DELIVERY     DRIVER;     Obtain     Signature     of     Passenger     or 
Receiving    Agent    in    above    space    and    submit    this    coupon 


28.  IF  THE  PASSENGER  lives  in  a  nearby  community  not 
served  by  your  usual  delivery  service,  or  has  gone  to 

another  locality  where  the  baggage  cannot  be  expedited  to 
him  by  the  same  aiiUnes  he  used,  forward  by  tbe  most  ex- 
peditious means.    Try  to  find  out  the  nature  and  value  of  the 
bag's  contents  and  then  judge  whether  the  normal  tariff  lia- 
bility  of  the  carrier  used  is  sufficient,  or  whether  excess 
valuation  insurance  should  be  taken  out  on  the  bag.  Since  UA's 
liability  for  the  bag  is  $500,  our  interest  should  be  protected. 

29.  INCLUDE  ORDERS  WITH  MILITARY  BAGGAGE  deUvered 
ID  APO/FPO  address. 

A,  Bag  located  at  your  station.    Remove  copy  of  mili- 
ury  orders  from  UPS  1304  and  attach  to  Quickly 

Deliver  tag  or  to  expedite  tag. 

B.  Bag  located  at  other  sution.    Have  other  sution 
forward  bag  to  UA  office  at  APO/FPO  station. 

Other  station  also  teletypes  baggage  disposition.  Send 
copy  of  military  orders  by  company  mail  to  UA  office 
at  APO/FPO  sution  so  bag  can  be  released  to  military. 


If   Baggage   is   Not   Located 

30.  NOTIFY  THE  PASSENGER   On  the  third  day  after  the  loss 
(approximately  72  hours),  if  baggage  has  not  been  found, 

caU  the  passenger  and  advise  him  of  the  status  of  the  search. 

A.  Advise  him  local  procedures  have  been  exhausted 
in  the  search  for  his  baggage,  and  his  file  is  being 

sent  to  the  Baggage  Tracing  Center  -  Customer  Relations 
Division  (EXOPW)  for  further  action,  as  a  more  thorough 
search  may  be  accomplished  by  that  office.    (Never 
convey  the  impression  to  the  passenger  that  his  baggage 
is  hopelessly  lost.) 

B.  Explain  that  he  will  receive  a  QuesUonnaiie  from 
your  office.    Ask  him  to  complete  and  forward  the 

questionnaire  immediately.    One  questionnaire  is  need- 
ed to  describe  the  contents  of  each  missing  bag. 

31.  SEND  PASSENGER  a  Statement  In  Proof  Of  Loss  (UPS 
1747)  and  proper  number  of  Baggage  Description  and 

Contents  Listing  forms  (UPS  2539).  On  envelope  addressed 
to  passenger,  type  name  and  address  and  use  air  mail  when 
appropriate.    Enclose: 

A.  Postage  prepaid  envelope  (EN  830)  addressed  to 
Consumer  Relations. 

B.  Set  of  Statement  In  Proof  Of  Loss  forms  (UPS  1747). 

C.  Set  of  Baggage  Description  and  Contents  Listing 
(UPS  2539)  for  each  bag. 
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1)  One  copy  of  each  (UPS  1747  and  2539)  for 
forwaiding  to  ConsnmeiRelatlons.    UPS  2539 

for  eacdi  mining  bag. 

2)  One  copy  of  UPS  1747  and  one  copy  of  UPS 
2539  fat  each  mining  bag  to  be  kept  1^ 

paaenget  fax  tus  peisonal  record. 

3)  Airline  baggage  chart  on  reveise  ride  of 
UPS  2539. 

D.     Lener   Use  "Reqoeit  for  Baggage  Inventoiy  letter" 

(UPS  1878)  explaining  procednrea  with  date, 
passenger's  name,  address,  city  and  state  typed  in. 

NOTE:     Contacts  by  EXOPW  with  liie  passenger  will 

be  freqoent  enon^  to  keep  the  passenger 
well  informed  as  to  the  progress  being  made.    However, 
if  a  passenger  contacts  die  office  where  die  Iocs  was 
originally  reported,  the  agent  most  NOT  abK>lve  his 
office  of  any  respoiBibilily.    Offer  assistance  by  telling 
the  passenger  that  tbe  file  is  in  EXOPW  and  offer  to 
determine  die  stams. 
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UNCLAIMED    AND   ON-HAND   BAGGAGE 

1.  UNCLAIMED  AND  ON- HAND  BAGGAGE  is: 

A.  Any  baggase.  including  that  marked  "hold  for 
pickup" ,  remaining  in  die  claim  area  after 

passengeis  have  bad  opportunity  Do  claim  their  bags 
and 

B.  Untagged  baggage  discovered  in  other  areas. 

2.  PROTECT  UNCLAIMED  BAGGAGE  as  instructed  in 
"Claiming"  section  of  Regulations  65-16. 

3.  INSPECT  CLAIMING  AREA  AND  BAG  ROOM  after  each 
arrivaL    Care  should  be  taken  id  assure  that  only 

baggage  for  l^cal  claiming  is  left  in  the  area. 

4.  CHECK  AIR  FREIGHT  and  other  logical  areas  at  least 
once  each  day  for  misdiiecied  baggage. 

5.  ESTABLISH  local  interline  procedures  for  the  exchange 
of  Baggage- On- Hand  information.    Exchange  informa- 
tion at  least  once  a  day  for  bags  held  over  24  hours. 

6.  RAMP  SERVEE  is  responsible  for  notifying  Lost  and 
Found  if  untagge<l  baggage  is  found. 

Handling   and    Reporting   Unclaimed    and 
On-Hand   Baggage 

7.  ON- HAND  MESSAGES  (OHD) 

A.     An  OHD  is  origliuted  for  each  unclaimed  bag 
tliat  has  been  held  by  a  station  for  three  luurs, 
or  as  soon  as  possible  thereafter.    Unclaimed  baggage 
should  be  inspected  as  required  to  obtain  name  identi- 
fication for  use  in  the  message. 
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B.      One  OHD  may  be  input  for  each  unclaimed  bag  if 

the  volumes  of  bags  on- hand  do  not  permit  easy 
cross-reference  for  name  or  initial. 

For  example,  low  volume  stations  may  be  able  to  group 
on- hand  bags  by  customer  name,  initials  and  sequential 
numbers,  and  send  grouped  bags  as  one  message.  High 
volume  stations  may  find  grouping  impractical. 

1)  Line  2  -  If  the  passenger's  last  naine  cannot 
be  determined,  line  2.  Tassenger's  Name" 

must  be  excluded  from  the  message. 

2)  Line  3  -  If  there  are  no  initials  on  the  bag 
and  the  passenger's  initials  cannot  be  delEr- 

mined,  line  3,   "Bag/Passenger  Initials"  must  be 
excluded  from  the  message. 


3) 


Line  4  -  Same  as  AHL  message. 


C.     Each  station  must  maintain  a  4  digit  file  number 
log  for  on-hand  bags.    This  is  in  addition  to  fee 
AHL  log. 

An  example  of  one  method  of  creating  an  OHD  fUe 
number  log  follows: 

OHD    File   Number   Log 
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8.     UNTAGGED  BAGGAGE    TYy  to  determine  owner  of 

baggage  from  exterior  or  interior  ID  so  passenger  can 
be  paged  to  identify  baggage  for  retagging.    (If  baggage 
must  be  opened,  a  supervisor  should  act  as  witness,  see 
"Searching  Baggage"  para.).    If  page  is  not  answered,  or 
if  owner  or  baggage  destinatlan  cannot  be  determined, 
handle  as  follows: 

A.  Atuch  an  Expedite  Tag  (UT  38XL)  to  bag. 

1)  Under  "Remarks*  section  indicate  date  and 
time  bag  received,  bag  type,  color  and 

brand  name. 

2)  Record  under  ajpropriate  category  name  and 
address  (if  available)  reference  number  (from 

OHD  log) ,  and  at  least  3  outstanding  contenB. 

B.  When  a  bag  is  found  without  a  tag,  name  or  initials 
on  it,  it  wOl  be  put  into  the  computer  in  the 

following  way: 

1)  Line  1-OHD-glvlng  station,  etc. 

2)  Line  2-  TAGOFT-wrlttsn  as  one  word. 

3)  Line  3-TG 

4)  Line  4-caiinDt  be  filled  in  with  a  bag  tag 
number  since  tbe  tag  is  missing  from  the  bag. 

We ,  theiefoie ,  have  assigned  a  flctitious  number 
for  ise  in  handling  all  tag  off  bags  into  tbe  compuer. 
Hils  number  for  Line  4  will  be  UAOOOO. 

5)  Line  5-group,  ^pe  and  color  from  tbe  UPS  2539. 

C.  Report  on  On-Hand  Messay  (OHD)  as  soon  as 
possible. 


D.     To  get  the  best  results  from  the  computet,  enter 

the  found  bag  into  the  computer  as  soon  as  possible, 
and  in  no  event  should  the  enny  be  delayed  beyond 
the  end  of  the  shift  on  which  the  bag  was  found. 

Also,  ID  prevent  di^licale  entries  Into  tbe  computer, 
flag  the  baggage  tags  In  some  manner  to  alert  later 
shifts  that  those  bags  have  already  been  entered. 
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9.  IF  A  BAG  TAGGED  FOR  YOUR  STATION  is  unclaimed 

A.  Date  tag  on  bag  immedialely. 

B.  If  bag  has  exterior  name  identification,  report  it 
on  the  OHD  message. 

NOTE:      If  the  bag  has  a  100,000  Mile  Club  bag  tag  with 

the  customer's  name  on  it,  you  can  learn  the 
customer's  business  address,  with  a  phone  call.    On  business 
days,  between  8:30  AM  and  5:00  PM  Chicago  time,  EXO 
extensions  4304  and  5787  have  this  information.    After 
business  hours  and  on  weekends,  HDQRCextension  4376  can 
give  you  addresses  of  Club  Members  who  have  paid  dues  and 
are  current  members  only. 

C.  If  bag  has  no  exterior  identification,  open  it  and 
attempt  to  identify  ownership  from  contents. 

Report  the  bag  on  the  on-hand  message  (OHD). 

10.  BAGGAGE  MARKED  HOLD  FOR  PICK  UP 
A.    Received  off  in- bound  flight. 

1)  Date  tag  on  bag  immedialely. 

2)  Report  on  the  OHD  message  giving  name  (if 
available)  type ,  color ,  tag  number. 


B.     Accepted  at  local  station  as  hold  for  pick  up.    (Do 

not  accept  any  hold  for  pick  up  baggage  which 
would  be  on  hand  over  72  hours. ) 

1)  Remove  bag  tag  from  bag  and  obtain  passenger's 
claim  check.    Give  passenger  stub  of  Expedite 

Tag  With  Log  Copy  (UT  38  XL)  as  claim  check. 

2)  Attach  Expedite  Tag  indicating  name,  address, 
phone  number,  and  date  to  be  claimed. 

3)  Report  on  the  OHD  Message  giving  name, 
type,  color,  and  show  as  Tag  Off. 

11.  REPORT  BAGGAGE  BEING  HELD  BY  CTO'S,  downtown 
terminals,  and  limo  company  in  applicable  form  on 

the  OHD  Message. 

12.  AT  THE  END  OF  72  HOURS  forward  aU  unclaimed 
baggage  to  EXOPW,  using  the  Expedite  Tag  Widi  Log 

Copy  (UT  38  XL).     Keep  log  copy  for  local  file. 

Baggage    On-Hand    Reports 

13.  USE  ON- HAND  BAGGAGE  TRACING  MESSAGE  (UPS2775) 
to  prepare  BOH  message.    List  all  bags  not  previously 

entered  into  the  computer.    This  message  should  be  compiled 
once  daily  and  sent  as  close  to  0001  as  possible.    Again, 
baggage  tags  should  be  flagged  in  some  form  to  alert  later 
shifts  that  they  have  been  entered  into  the  computer. 
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14.    SEARCHING  BAGGAGE   When  necessary  to  examine 

the  contents  of  i  bag  to  determine  the  owner's  identity, 
a  supervisor  should  be  present  to  witness  the  search.    If 
contraband  of  any  nature  (narcotics,  fireartra,  explo.' 'ves, 
counterfeit  currency,  etc.)  is  discovered,  notify  the  nicest 
level  of  Customer  Services  management  or.  duty.    Ji  the 
Supervisor/Manager  agrees  Ui^t  the  bag  does  appear  to  con- 
tain contraband  of  any  nature,  he  miist  immediately  contact 
appropriate  authorities.    If  he  authorities  asK  i  i  see  the  bag- 
gage, adviie  them  of  the  need  for  a  valid  search  warrant. 
So  that  management  personnel  may  understand  our  legal 
position,  EXOLD  has  detaEed  the  following  procedure: 

A.    The  tariff  rules  provide  that  all  baggage  is  subject 

to  inspection  by  the  carrier.    Since  this  rule  is 
part  of  the  contract  of  carriage,  the  passenger  has  con- 
sented to  baggage  ir'^pection.    But  only  the  air  carrier 
and  not  a  third  party,  may  exercise  thir-  right  of  in- 
spection. 

fc.     If  the  carrier,  in  the  course  of  inspecting  baggage, 

discovers  contraband  and  notifies  the  authoritie-s, 
the  latter  may  then  sectire  a  search  warrant  on  the  basL«; 
of  such  information  and  conduct  a  searclt.    Under  these 
circumstances,  the  search  is  entirely  proper. 


< ;.     The  o    'i.jiities  Ma/  r.-"  ■'■arc  ■.  b  tie  ■/•:  -'ii.r'jul  a 
valid  search  warrant  unless  such  sr-rch  t-  inr'ie 
.^ciden'ril  to  a    a'"/'  .-TesT. 

EXCEPTION:      (ei  lain  states -ta  .•   c  lacted  legislation  which 

P-imils  state  law  eufo.   tineni  agencies  to 
"open  and  examine  any  parcel,  package,  or  other  recepticle 
in  the  possession  of  any  common  carrier,  wh  .-h  they  have 
reason  to  believe  contains  narcotic  drigj. .    '      ilhout  having 
in  their  posse>siuu  j  valid  S'  arch  warrant.     Should  suchO'vs 
exist  in  yotu  stare,  you  may,      on  showing  of  proj-'^r 
authority,  p'^^'nit  law  enforcement  officsrs  ii  ofien  and  exa 
mine  baggage  ii-  our  possession. 


r.     Whe.'    oniiaband  items  are  <  ered  ip  a 

cu-'iji..'r's  baggage,  take  ia    ,  .i'O-ing  action 
as  relates  to  computer  inputs; 


1)      On  the  baggage  description  line.  Line  5,  of 

t'le  OHD  messages  an  optional  "C"  can  be 
used  to  indicate  this  particular  bag  contains 
legally  prohibited  items  such  as  drugs,  guns,  etc. 


NEED  BAG  (AHD/BAG  ON  HAND  (OHD) 
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NOTE:  Crosiout  lines  in  AHL  and  OHD  mt*- 

csgei  which  contain  no  infonnation. 

Lfnncroued  out  should  not  bo  transnliud. 
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2)  The  output  message  id  an  AHt  "Need"  call 
shows  the  word  "ACTION"  when  a  match  or 

near  match  has  been  made  with  a  bag  containing 
these  legally  prohibiiEd  items. 

EXAMPLE:       SFOLLUA 
. CLTXCEA 

AHL  SFC)3456  03A  GRN  SWAN  A  MATCH 
OHD  BOS1107  03A  GRN  SWAN  AGS  ACTION 

3)  Contact  the  station  stowa  as  holding  the 
"MATCH"  bag.    Determine  what  Ae  contents 

are.    Advise  the  supervisor  or  Manager  who  then 
advises  the  appropriate  local  law  erforcemeol 
authority. 

E.  Under  i»  circumstances  give  the  customer  any 
indication  relative  to  UA  or  law  enforcement 

agencies  having  knowledge  of  ihe  Illegal  contents  of 
the  baggage.    U  the  bag  has  no  outside  L  D.  ,  advise 
the  passenger  the  computer  tracing  system  arranges 
near  match  replies  on  the  basis  of  type  and  color,  and 
the  bag  wHl  be  forwarded  for  identification.    Be  certain 
to  keep  appropriate  law  enforcement  agencies  advised. 
When  the  bag  arrives,  conuct  both  the  passengpr  and 
authorities  to  anange  baggage  identification. 

F.  At  points  where  frequent  use  of  this  procedure  is 
anticipated,  the  Manager  should  review  our 

regulations  with  local  law    enforcement 
authorities.    Such  an  advance  review  may  expedite 
matters  when  discovery  of  conlrabaad  requires  tiieir 
notificatjoo. 

IS.    DUE  TO  THE  wide  varieQr  of  shipping  containers  being 

used  for  skis ,  all  skis  should  be  reported  as  Type  93 
and  ttie  color  of  the  skis  should  be  sbowD  oa  die  OHD 
Message. 
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MISHANDLED    BAGGAGE    TREND    ANALYSIS 


PASSENGER  -  MISHANDLED  BAGGAGE 

&  PERSONAL  PROPERTY  65-15 

REVISION  #  28  9/29/74 

Remove  Pages  33  &  34.    Insert  33  &  34. 


RuL'i'riJ  un  record  of  revisluilS. 

Published  for  EXOPW  .    Issued  by  EXORG. 


1.  THE  MISHANDLED  BAGGAGE  TREND  ANALYSIS(MBTA) 
(issued  monthly  by  EXOKF  provides  the  Manager  of 

Customer  Services  with  information  on  the  cause  and 
frequency  of  baggage  mishandling  at  his  station. 

2.  "CHARGE  COPY"  of  UPS  1304     The  CSM  receives  the 
pink  "charge  copy"  of  the  Mishandled  Baggage  Report 

(UPS  1304)  when  his  station  is  charged  with  a  specific  baggage 
mishandling.    He  is  responsible  for  investigating  the  charge. 

Completing  the   Mishandling   Summary   Line 
on   the   Mishandled   Baggage   Report  (UPS   1304) 

3.  THE  AGENT  AT  THE  DESTINATION  STATION  who  is 
informed  or  discovers  the  cause  of  the  mishandling  must 

complete  the  Summary  line  at  the  time  of  discovery. 

4.  AN  ACCURATE  MBTA  depends  upon  the  complete  accu- 
rate analysis  of  each  mishandling  by  the  agent  who  is 

completing  the  Mishandling  Summary  line  on  the  UPS  1304. 
Thus,  it  is  essential  that  he  foUow  these  procedures  carefully. 

5.  ENTRIES  ON  THE  SUMMARY  LINE    Entries  should  be 
block  printed  and  legible. 

A.  First  three  boxes  "Flight  AWOB/MO/DAY"    The 
entry  here  is  the  flight  number  on  which  the  passen- 
ger "a^ived  without  bag"  followed  by  the  month  and 
day  of  arrival. 

B.  Fourth  Box  "NO.   BAGS"    The  number  of  bags  that 
faUed  to  arrive  with  the  passenger  on  the  flight. 

C.  Fifth  Box  "REPORTING  STATION"    Enter  your  three 
letter  station  code. 

D.  Sixth  Box  'STATION  CHARGED"    Enter  three  letter 
code  of  UA  station  charged  with  mishandling.    Do 

not  show  any  off  system  station  codes. 

E.  Seventh  Box  "PAWOB  CATEGORY  CHARGED"    Enter 
four  letters  only.    Use  the  following  approved 

PAWOB  codes.    Do  not  add  any  editorial  or  explanatory 
comments. 

1)      BGSW  (Bag  Switch)     Bag  switch  occurs  at 

destination  station  claiming  area.    Charge  to 
your  station. 


2) 


CHIT  (Changed  Itinerary)    ftssenger  involun- 
tarily changes  itinerary.    Or,  if  passenger  volun- 
tarily changed  his  itinerary  for  personal  reasons  and 
bag  tag  vss  not  changed  to  new  conect  flight  or 
re- marked  to  new  correct  flight.    Charge  id  station 
where  change  occurred. 

NOTE:     If  bag  tag  is  marked  "V/S",  do  not  charge  as  a  PAWOB. 
Destroy  #2  and  #3  copies  and  reuin  #1  as  station  file. 

3)  IN (Interline  transfer  -  other  carrier  code) 

Interline  transfer  bag  which  did  not  make  desig- 
nated transfer  to  UA  through  failure  of  delivering 
carrier  to  handle  properly.    Last  two  letters  should 
designate  carrier  at  fault,  e.g.  ,  INTW. 

NOTE:     Sometimes  the  delivering  carrier  mishandles  the 
bag  at  a  point  upline  from  the  connecting  point 
(e.  g.  ,  passenger  used  TW  PHX-ORD,  UA  ORD-GRR;  bag 
NTBD  at  PHX).     The  proper  charge,  in  this  example,  is 
ORD  INTW. 

4)  LACA  (Late  Arriving  Claim  Area)   Bag  late  in 
being  off-loaded  and  into  claiming  area, 

causing  passenger  to  leave  airport  thinking  bag  has 
not  arrived.    As  in  BGSW .  station  will  charge 
itself  and  wiU  not  maU  #3  copy  of  UPS  1304. 

5)  MSBD  (Misboard)  Baggage  checked  correcdy 
but  boarded  on  wrong  flight.    Also,  bag 

boarded  on  correct  flight,  but  not  in  pit  or  con- 
tainer refeiied  to  in  Cargo  Load  Message  (CLM). 
Always  charge  to  boarding  station. 

6)  MSCK  (Mischeck)   Strap  check  incorrectly  pre- 
pared to  show  wrong  destination,  flight  number. 

carrier  or  routing.     Tag  switches  which  occur  at 
check- in  will  be  charged  as  MSCK.    (When  MSCK 
originated  on  another  carrier,  handle  as  shown  under 
IN       above. )   If  tag  switch  occurred  during  some 
other  phase  of  handling,  charge  to  UA  station  at 
fault. 


(S)    ^  (B)         (f)  (?) 
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7)  NTBD   (Not  boarded)    Bag  checked  properly, 
but  not  boarded  on  the  Ilight  designated  on  strap 

check.    Generally  speaking,  local  originating  bags 
will  constitute  the  majority  of  PAWOB's  so  charged. 
However,  Interline  Transfer  bags,  properly  delivered 
by  another  carrier  in  time  for  UA  to  load  on  outbound 
flight,  but  through  UA  failure  are  not  loaded,  should 
also  be  charged  as  NTBD. 

8)  ONTR   (On-line  Transfer)    Bag  did  not  make 
the  DESIGNATED  on-line  transfer  and  arrived 

on  subsequent  flight  from  transfer  point.    Charge  to 
station  where  bag  was  not  properly  transferred.    If 
prior  mishandling,  occurred  causing  bag  to  be  delayed 
in  reaching  transfer  point,  charge  prior  mishandling 
as  cause  of  PAWOB. 

9)  OVRC  (Overcarry)   If  all  pits  or  containers  on 
the  flight  have  been  checked  by  Ramp  Service 

and  the  bag  is  later  found  at  a  downline  station 
through  which  or  to  which  the  flight  operates,  charge 
"OVRC"  to  your  station.    If  only  pits  or  containers 
designated  on  the  CLM  have  been  checked  by  Ramp 
Service,  and  the  baggage  is  located  on  the  flight 
downline,  charge  as  "MSBD"  to  the  station  which 
boarded  the  bag  on  the  flight  and  originated  die 
CLM, 

10)  STBY  (Standby)   If  standby  bags  were  not  board- 
ed, charge  siBlf  to  ORIGIN  sution. 

11)  TGOF   (Tag  Off)    Bag  delayed  in  reaching  des- 
tinanon  oy  reason  of  misang  bag  tag.    Charge 

to  station  where  bag  is  found. 

12)  MISC   (Miscellaneous^    Bag  not  arriving  at  des- 
unanon  witn  passenger  for  any  reason  other  than 

above.    Include  bag  switched  prior  to  check-in, 
bags  removed  short  of  destinatioiu 

F.     Eighth  Box  "Enter  UA  /PA  Connecting  Flight  No. " 
Enter  flight  number  from  which  bag(s)  have  been 
misconnected  when  category  charged  is  online  tiaiBfer 
(ONTR)  or  interline  transfer  (IN       ) 

Distributing   the    UPS    1304 

6.     IF  THE  BAG  E  LOCATED  and  returned  to  the  passenger, 
complete  the  Mishandling  Summary  Line.    Distribute: 

A.    White  copy  ta  EXOA 1.    Circle  code  "EXOAI"  in 

upper  left  hand  comer.    Do  not  fold  or  staple.  Re- 
move any  attached  claim  checks,  tags  or  meters  and 
forward  as  company  mail. 


C.     Pink  copy  to  the  UA  station  charged  with  causing 

the  mishandling.    Circle  the  station's  code  in  upper 
left  hand  comer  and  send  by  "open"  company  mail.    In- 
clude aU  teletype  messages  and  bag  tags  involved  in 
mishandling, 

IF  BAG  IS  NOT  LOCATED  see  "If  Bag  is  not  Located" 
earlier  in  this  chapter. 


8.      ERRONEOUS  MISHANDLING  CHARGES    When  completing 
the  UPS  1304,  be  sure  the  appropriate  mishandling  charge 
is  included  in  die  four  letter  code  area.    Also  be  sure  to 
charge  the  correct  station  for  the  mishandling.    Once  the 
white  copy  of  the  UPS  1304  reaches  EXOAI.it  is  keypunched 
and  entered  into  the  computer.    There  is  no  way  id  retrieve 
the  information  and  correct  it  in  case  of  error.    If  the  wrong 
station  has  been  charged,  or  if  the  charge  itself  is  incorrect, 
it  cannot  be  corrected. 

Stations  erroneously  charged  cannot  obtain  relief  from  the 
charge  since  it  will  appear  in  the  Mishandled  Baggage  Trend 
Analysis  the  following  month.    Their  only  recourse  will  be  to 
keep  a  record  of  such  erroneous  charges,  recap  them  at  the 
end  of  the  month  and  send  their  report  to  the  management  of 
the  station.    This  wiU  enable  management  id  reconcile  the 
indicated  statam^standing  on  the  Mishandled  Baggage  Trend 
Analysis  with  the  actual  facts  of  the  case. 


B.     Green  copy  to  station  file. 
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DAMAGE    TO    BAGGAGE    AND    PERSONAL    PROPERTY 


1.  PREPARE  BAGGAGE  OR  PERSONAL  PROPERTY  DAMAGE 
REPORT  (UPS  552)  (see  facsimile  on  following  page)  when 

a  passenger  repore  that  his  baggage  or  personal  property  has 
been  damaged  (or  soiled)  on  UA  premises  or  while  in  UA 
custody). 

A.  Be  sure  to  get  passenger's  proper  address  for  corres- 
pondence.   Give  complete  details  about  the  baggage, 

the  damage,  and  the  passenger's  itinerary.    The  passen- 
ger's estimate  of  ori^jinal  cost  and  age  of  luggage  and 
whether  or  not  it  is  part  of  a  matched  set  are  also  nec- 
essary. 

B.  Preparing  UPS  552  does  not  admit  tfiat  UA  is  liable, 
nor  does  it  guarantee  damaged  items  will  be  repaired 

or  replaced  at  UA  expense.    Do  not  make  statements 
which  might  be  construed  as  admitting  liability.    You 
may  make  general  statements  to  the  effect  that  UA  wants 
to  adjust  matters  satisfactorily. 

2.  RIGHT  OF  INSPECTION    Any  passenger  who  retains  cus- 
tody of  damaged  property  while  awaiting  a  review  of  his 

claim  by  UA  should  be  cautioned  that  the  property  must  be 
kept  available  for  further  inspection.    UA  wQl  not  accept 
liability  in  any  case  where  damage  property  is  disposed  of  by 
a  passenger  prior  to  final  settlement  of  his  claim,  or  where 
a  passenger  refuses  to  release  damaged  property  for  inspection 
upon  request. 

3.  INTERLINE  BAGGAGE  CLAIMS   Accept  passenger  reports 
of  damaged  baggage  and  prepare  UPS  552  when,  baggage 

was  checked  for  throu^  transportation  over  the  lines  of  two 
or  more  carriers  and  UA  was  one  of  the  carriers.    Do  not  refer 
such  passengers  to  other  carriers;  however,  if  they  have  already 
reported  the  damage  to  another  carrier,  be  sure  to  note  per- 
tinent details  of  the  earlier  report  on  the  UPS  552. 

A.  If  UA  was  final  carrier,  handle  as  if  UA  has  been 
the  only  carrier.    If  there  is  definite  reason  to  be- 
lieve another  carrier  caused  the  damage,  handle  as  a 
normal  claim  but  send  a  UPS  552  to  EXOPW  giving  de- 
tails. 

B.  If  UA  was  not  final  canier.  handle  through  EXOPW. 
Make  no  settlement  or  commitment.    EXOPW  will 

coordinate  settlement  with  the  final  carrier  under  inter- 
line agreements. 

Handling   Claims   Locally 

4.  PREPARE  ONE  UPS  552  for  local  fUe. 

5.  HANDLE  MINOR  DAMAGE  CLAIMS    by  instructing  passen- 
ger to  have  his  baggage  repaired  and  send  the  receipt  for 

expense  to  your  office  for  reimbursement.    Use  this  standard 
procedure  whenever  possible. 

A.     Give  passenger  a  Customer  Services  Address  Slip 

(UPS  1621)  to  return  to  you  with  the  receipt  for  re- 
pair expense.  This  is  important  whether  passenger  is  a 
local  or  out-of-town  resident. 


ITEO    AIR    LINES 


NOTE:      Each  station  should  have  a  rubber  stamp  of  station 

address  so  passenger  will  have  "return  address" 
information. 

EXAMPLE:  United  Air  Lines 

Sales  and  Services  Manager 
Douglas  Field 
P.  O.  Box  27014 
Charlotte,  N.C.    28208 

B.  Upon  request,  recommend  a  local  repair  shop  known 
to  be  competent  and  reliable. 

C.  When  repair  receipt  is  returned,  make  out  an  adjust- 
ment check  to  mail  to  passenger.    So  no  letter  of 

transmittal  will  be  required  to  identify  the  purpose  of  the 
check  to  the  passenger,  type  on  the  check  stub  "Baggage 
Damage  Adjustment",    However,  a  letter  of  transmittal 
and  apology  is  desirable, 

D.  File  the  UPS  552  as  complete. 

E.  Mark  receipt  showing  passenger's  name  and  send  to 
EXOAP  with  next  Report  of  Area  Disbursing  Account 

Expenditures  (UA  1104). 
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PREPARE  a  DISTRIBUTE  TO: 


[      I   BAOOAQE  DAMAOC  REPORT 

I      I   PERSONAL  PHOPERTV  DAMAGE  REPORT 


H 


.  ADDRESS  UMTIL 


NuEBBrSJB^f^FT- 


PERHANENT  ADDRESS 


n-o  D- 


□-    q- 


i   /./ 


MANUFACTURER  VEAR 


_^ 


^ 


CHECK  ONE 

n 


I     ]  Socufify  OeporT  — 
[— I  DarTfageO  goods  * 

[ — I  Passenger  wiir  hoi' 


REMARKS 

retains   custody   ol   damaged    property   while 
awaiting  a  review  of  his  claim   by   UA  ahouW 
be  cautioned  that  the  property  must  be  kept 
available  (or  further  inspection.     United  will  not 
accept   liability   in   any   case   where   damaged 
property  is  disposed  ot  by  a  passenger  prior  to 
final  settlement  of  his  claim,  or  where  a  passen- 
ger refuses  to  release  damaged   property  tor 
Inspection  upon  request. 

lB>aRTix»>Af«>ByiAoa«T, 

" 

CO«.*W*DO«SBCOOE                                                 iOArt 

TFTSMRBV.  10-74  P^«NTTO  W  U-aA. 
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6.  L(X;AL  repair  or  replacement  by  UA  may  some- 
times be  advisable.    Usually  the  manager  will  be  famili- 
ar with  at  least  one  local  luggage  shop  known  for  competent 
repairs  at  reasonable  rates,  and  which  provides  replacement 
baggage  (when  required)  at  a  minimum  of  2070  off  retail. 

7.  AUTHORITYTOMAKECASH  SETTLEMENTS  on  claims 
arising  from  damage  (or  soiling)  of  baggage  or  personal 

property  is  limited  as  follows: 


A.     Customer  Services,  District  Sales,  and  Sales  &  Tic- 
ket Offices  Authority : 


Damage   Claims   Adjustment   Guide 


Local  Office  or  Station  Authority  -  per  passenger  up  to 
$100.00. 

Regional  Vice  President  ot  Area  Manager  -  Marketing  - 
per  passenger  up  to  $500.00 
Divisional  Vice  President  -  up  to  $2500. 00     . 
NOTE:     Complete  details  are  in  Reg.  95-30  and  95-34. 

B.      Expenses  incurred  from  damage  to  passenger  baggage 
and  personal  property  resulting  in  an  individual  total 
claim  of  more  than  $500  are  not  to  be  settled  locaUy. 
Handle  as  described  later  under  "EXOPW  Handling  Claims. 

8-9.    (Unassigned). 


THIS  IS  COMPANY  CONFIDENTIAL  INFORMATION 


10.    THIS  GENERAL  GUIDE  gives  an  impartial  basis  for  set- 
ting a  cadi  value  to  settle  a  damage  claim  if  passenger 
agrees  and  UA  is  responsible  for  the  damage.    This  guide  is 
not  a  hard  and  fast  rule;  you  may  have  to  deviate.    Of  course, 
where  no  method  of  settlement  is  agreeable  to  the  passenger, 
refer  the  claim  to  EXOPW. 


NOTE: 


Articles  costing  $5.  00  or  more  will  not  be  depreci- 
ated to  a  point  less  than  $5. 00. 


11.  SET  THE  VALUE  OF  BAGGAGE  at  the  cost  of  replacement 
minus  depreciation.     Depreciation  is  normally  1/7  of  re- 
placement cost  times  the  years  of  service.     This  may  vary 
according  to  whether  the  luggage  was  constantly  used  or  not. 
EXAMPLE:   A  three  year  old  bag  originally  cost  $49. 00.    49 

X  1/7  X  3  equals  $21.00  depreciation.     Normally 
allow  $28.00  for  the  claim.  If  the  bag  shows  little  wear  you  might 
allow  $35  to  $40.    If  the  bag  shows  heavy  wear,  $20  to  $25 
,     may  be  a  fair  allowance. 

12.  CLOTHING  DAMAGE  CLAIMS  VARY.     Set  values  as  fol- 
lows: 

A.    Determine  replacement  cost:  the  article's  actual  age 

in  months  (years  for  a  "ten  year"  life  expectancy  item); 
and  the  article's  condition;  excellent,  average,  or  poor. 

B.  Use  the  article's  life  expectancy  from  the  Life  Expec- 
tancy Rate  Table  to  find  the  correct  column  on  the 

Clothing  Claims  Adjustment  Values  Table.    Read  down  the 
column  to  the  box  which  shows  the  actual  age  of  the  gar- 
ment. 

C.  Multiply  the  replacement  cost  by  the  percent  of  re- 
placement cost  according  to  garment  condition.    This 

gives  the  normal  allowance. 
EXAMPLE:   High  fashion  cocktail  dress.     Replacement  cost  $200. 

Life  expectancy  3  years.     Actual  age  .'50  months. 
Condition  excellent.     Adjustment  value:   $60. 


CLOTHING  CLAIMS  AND  ADJUSTMENT  VALUES  TABLE                                                         | 

Life 

Expectancy  (See  table  on  next  page) 

Adjustment  Value 

1  Year 

2  Yean 

3  Years 

4  Yean 

5  Yean 

10  Yean 

<%  of  the  Replacement  Cost 

Actual  Age  in  Months 

Actual  Age 
in  Yean 

Excellent 

Average 

Poor 

0  to    4 

0  to    4 

0  to    4 

0  to    4 

0  to    4 

Lest  than  1  yr. 

100% 

1007, 

I007o 

4  to    7 

4  to    7 

4  to  10 

4  iol3 

4  to  16 

2  to  4  yean 

757. 

757, 

607. 

7  to    9 

7  to  13 

10  to  19 

13  to  25 

16  to  31 

4  to  6  yean 

70<7„ 

607> 

457(, 

9  to  11 

13  to  19 

19  to  28 

25  to  37 

31  to  46 

6  to  8  yean 

507, 

407, 

307» 

U  to  13 

19  to  25 

28  to  37 

37  lo49 

46  to  61 

8  to  11  yn. 

307, 

207> 

157, 

13  mos, 
&  older 

25  moj. 
bolder 

37  mos. 
&  older 

49  moj. 
&  older 

61  mos. 
&  older 

11  yean 
&  older 

207, 

157» 

107, 
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LIFE  EXPECTANCY  RATE  TABLE 


MEN'S  &  BOY'S  WEAR 

MEN'S  &  BOY'S  WLAR 

WOMEN'S  &    GIRL'S  WEAR 

WOMEN'S  &  GIRL'S  WEAR    1 

Years 

1            Item 

Year 

1               Item 

Years 

item 

Year 

1                 Item 

2 

BATHING  SUITS 

SLACKS 

DRESSES: 

SLACKS 

COATS: 

4 

a)  Wool  &  blends 

1 

House 

2 

Lounging 

4 

a)  Overcoats 

2 

b)  Cotton  &  synthetic 

3 

Afternoon 

2 

Sport 

3 

b)  Topcoats 

1 

SOCKS 

2 

Street 

3 

Dress 

5 

c)  Leather 

SPORT  COATS: 

Evening  or  cocktail: 

2 

SLIPS 

5 

FORMAL  WEAR 

4 

a)   Wool  &  wool  blends 

3 

a)    High  fashion 

2 

SLIPPERS 

2 

GLOVES 

2 

b)  Cotton  &  synthetic 

5 

b)    Basic 

2 

SPORTSWEAR 

HATS: 

2 

SPORTSWEAR -Other 

GLOVES 

SUITS 

1 

a)   Straw 

than  shirts 

2 

Leather 

4 

Basic 

2 

b)  Felt 

SUITS  -  Summer 

1 

Fabric 

3 

High  Fashion 

5 

c)  Fur 

weight 

HATS: 

3 

SWEATERS 

5 

LEATHER  JACKETS  & 

3 

a)  Wool  &  wool  blends 

1 

Snaw 

2 

SWIMWEAR 

COATS 

2 

b)  Synthetic  &  conon 

2 

Felt 

UNDERWEAR: 

1 

NECKTIES 

4 

SUrrS-Winter  Weight 

5 

Fur 

2 

Slips 

2 

NIGHTWEAR 

3 

SWEATERS 

HOUSECOATS: 

1 

Foundation  Types 

RAINCOATS: 

2 

UNDERWEAR 

1 

Lightweight 

1 

Panties 

2 

a)  Plastic  film 

2 

VESTS  -  Fancy 

3 

Quilted 

1 

UNIFORMS 

3 

b)  Fabric  &  rubber 

2 

WORK  CLOTHING 

3 

Heavy 

1 

WORK  CLOTHING 

3 
2 
2 

ROBES: 

a)  Silk 

b)  Other  fabric 

c)  Beach  robes 

2 

2 

3 

NEGLIGEE 
NIGHTWEAR 
RAINCOATS 
Fabric 

WOMEN'S  &  GIRL'S  WEAR 

CHILDREN'S  WEAR           | 

Year 

s  1               Item 

2 

COATS 

APRONS: 

SHOES: 

1 

Regular 

2 

Plastic 

2 

COAT  SETS 

3 

a)  Men's 

4 

Fancy 

ROBES  -  see  housecoats 

2 

DRESSES 

1 

b)   Boys 

BLOUSES 

SCARVES: 

1 

HATS.   BONNETS 

SHIRTS 

2 

^orts 

2 

Sheer 

1 

PLAYCLOTHES 

2 

Dress 

3 

Dtess 

3 

Heavy 

2 

SNOW  SUITS 

Sports: 

COATS: 

SHOES: 

2 

SUITS 

2 

a)    Woven  cotton 

3 

Cloth 

2 

Walking 

1 

UNDERGARMENTS 

&  synthetic 

5 

Leather 

1 

Work 

2 

b)    Knit-all  types 

2 

Plastic 

2 

Dtess 

3 

c)    Woven  woolen 

10 

Fui 

5 

Evening,  Formal 
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EXOPW   Handling   Claims 

13.  MOST  CLAIMS  can  be  handled  without  involving  EXOPW. 
However,  when  the  passenger  will  not  agree  to  local  de- 
cision,  let  EXOPW  decide. 

14.  DOUBTFUL  CLAIMS  and  unusual  circumstances  may  make 
it  advisable  to  seek  assistance  from  EXOPW.    Ask  the  pas- 
senger to  hold  the  damaged  property  and  wait  for  further  word. 

15.  CLAIMS  OF  "HIDDEN  DAMAGE"  to  contents  (breakage  of 
botUes  or  other  ftagiles)  where  baggage  shows  no  external 

signs  of  tough  handling  should  be  tactfully  denied. 

16.  IF  EXOPW  IS  TO  HANDLE: 

A.  Prepare  two  UPS  552's:    one  for  EXOPW,  one  for 
local  file. 

B.  Clearly  explain  the  reasons  for  having  EXOPW  handle 
claim  in  the  "Remarks"  section  of  UPS  552.     Send 

UPS  552  to  EXOPW  immediately. 

17  -  18.    (Unassigned) 

Central   Repair    Depot   Handling 

19.  PREPARE  THREE  UPS  552's:    two  for  Repair  Depot;  one 
for  local  file. 

20.  USE  CENTRAL  REPAIR  DEPOT    when  damage  is  exten- 
sive and  serious,  local  repair  or  replacement  seems  doubt- 
ful or  costly. 


A.  Advise  passenger  that  repairs  or  replacements  usually 
are  completed  within  five  working  days.     Baggage 

is  renirned  to  the  owner  via  prepaid  air  freight.     Transit 
time  is  not  included  in  the  five  days,  but  if  an  unforeseen 
delay  occurs,    the  Repair  Depot  will  notify  the  owner 
either  directly  or  through  your  station. 

NOTE:      If  an  owner  does  not  accept  his  repaired  or  replace- 
ment baggage,   send  the  file,  bag,   and  letter  des- 
aibing  circumstances  to  EXOPW. 

B.  Place  two  copies  of  UPS  552  in  damaged  baggage, 
carton  or  wrap  baggage  and  send  to  your  nearest 

Central  Repair  Depot: 

DEN  -  A.  E.  Meek  Truck  &  Bag  -  Vendor  #4568 
LAX  -  Beckel's  Luggage  &  Gifts  -  Vendor  #1597 
MSP  -  Carl  fcdro  &  Sons  -  Vendor  #5254 
NYC  -  J.  R.   Gerardo,  Inc.  -  Vendor  #3305 
TPA  -  Luggage  Service,  Inc.  -  Vendor  #4318 

C.  The  Repair  Depot  will  make  necessary  repair  or  re- 
placement and  bill  your  station.    Check  Invoice  for 

accuracy  with  your  copy  of  UPS  552. 


D.     Prepare  Expedite  Tags  as  follows  for  sending  baggage 
to  Repair  Depots: 


o 


UNITED  AIR  LINES 
EXPEDITE  BAGGAGE 


4    RUSH     Ij 

fA    AIRLINE /mOHT^^  ^    ^^^^  ^ 

s 


lyA    •?  »o     ^ 


UA      33-33-06 


S- 


(for  one  piece) 


m  O 


EXPEDITE 
BAGGAGE 


'yg^-  ^'g-yy-j' 


^A)CLC 


r 


iZcWysi  0^^  ^  ^^  gv<7«^o^f^ 
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EXCEPTION:    OccasionaUy  a  passenger  wiU  have  mote  than 

one  piece  of  baggage  damaged.     Do  not  prepare 
extra  copies  of  UPS  552.     Put  the  two  UPS  552's  in  the  same 
bag  and  prepare  expedite  tags  as  follows: 


^r  I  weight  this 

^-^  UNITED  AIR  LINES      "'"• 


i 


EXPEDITE  BAGGAGE 


S 


4    RUSH  Ij 

4'  \ 

YA    AIRirNE /fllGHT  ^B 

5    UA    74-51-51  5 


Damage   to   Unchecked   Clothipe 
and   Personal   Articles 

21.    UNDER  CERTAIN  CONDITIONS.  UA  may  be  held  Uable 
for  damage  (or  toiling)  of  clothing  being  worn  by  pass- 
engers and  cabin  or  carry-ofT  baggage  whether  carried  or  in 
racks.    Keep  the  following  points  in  mind  when  teportlnB 
damage  to  unchecked  personal  property. 

^-     To  assist  in  judging  the  extent  of  company  liability, 
always  show  the  exact  nature  of  the  damage;  where'" 
u  occurred;  its  cause;  and  whether  any  UA  employee 
caused  or  contributed  to  the  damage. 

B-      Damage  occurring  in  an  area  not  owned  or  exclusively 

controlled  by  UA.  such  as  in  an  airport  restaurant 
should  not  be  repotted  by  UA  agents  unless  the  damage 
was  caused  by  a  UA  employee. 

C-     Damage  apparently  cause^  by  a  passenger's  own 

carelessness  (for  example,  food  spilled  on  clothing 
during  smooth  and  level  flight)  should  not  be  reported 
unless  the  passenger  requests  that  a  report  be  made.     In 
that  case,   all  circumstances  of  the  incident  should  be 
clearly  explained  on  the  UPS  552. 

22.    CLAIM  PROCEDURE   All  details  of  damage  (or  soiling) 

of  unchecked  clothing  or  personal  articles  should  be  re- 
corded on  the  UPS  552.    Clearly  indicate  in  the  "Remarks" 
space  what  statements  ot  ptomises  have  jeen  made  to  the 
passenger. 


m  O 


TO    .STATIOh/ 
OfFICE/AIRLIHO 
FROM   tSTATlON/ 


EXPEDITE 
BAGGAGE 


^T^MfiA, /^le^iOA  3:iiC'?^ 


^7(~7?Jf 


XiV  '>r  JL 


:S 


A.     Handle  claims  of  damage  ot  soiling  caused  by  UA 
equipment,   by  carelessness  of  UA  employee,  ot  by 
condiUons  peculiar  to  air  travel  such  as  rough  air  during 
meal  service. 

1)      Sirnple  claims  for  soiled  clothing  such  as  food 
suin  on  a  single  gaiment  (man's  suit  ot  lady's 
dress),  the  stewatdessess  will  advise  the  customer 
to  contact  out  countei.     Ptepate  a  petty  cash  receipt 
indicating  reason  for  disbursement  and  have  the  pas- 
senger sign  the  receipt.     Issue  $2.  00  in  pash  to  the 
passenger  for  cleaning  the  soiled  garment. 

NOTE:      Where  the  "going"  rate  for  cleaning  services  is 

higher,  this  amount  should  be  Increased  to  a  point 
where  the  customer  is  compensated  for  acnial  anticipated 
cleaning  expense. 

2)      Routine  claims  Involving  laundry,   dry  cleaning, 

or  repair  costs  which  ate  more  extensive  than 
the  simple  claim  but  do  not  exceed  local  authority 
limits  should  be  handled  as  described  earlier  under 
"Handling  Claims  Locally.  " 
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3)     Difficult  or  unreasonable  claims  may  make  it 

advisable  to  seek  assistance  from  EXOPW.    Pre- 
pare two  copies  of  UPS  552,  one  for  EXOPW,  one 
fcx  local  file.    Clearly  indicate  what  statements  or 
promises  have  been  made  to  the  passenger.   • 

B.      Do  not  handle  claims  of  damage  or  soiling  caused 
by  another  passenger.    Do  not  make  any  commit- 
ment.   Do  not  give  the  passenger  a  UPS  1621.    Depend- 
ing on  the  circumstances,  however,  the  damage  may  be 
reported  to  EXOPW  on  a  UPS  552  for  further  considera- 
tion. 
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LOST    AND    FOUND    ARTICLES 


1.  SCOPE    This  section  applies  to  personal  belongings  of 
UA  passengere,  or  the  general  public,  that  are  lost  or 

found  in  the  cabins  of  UA  airplanes;  at  UA  ticket  counters 
or  on  otiier  premises  leased  or  conaoUed  by  UA,    It  does 
not  apply  to  checked  baggage.    (See  sections  on  UNCLAIMED 
BAGGAGE  and  MISHANDLED  BAGGAGE  in  this  chapter.) 

2.  EXOPW  is  the  teletype  address  of  UA's  central  office  for 
lost  and  found  articles  as  defined  above.    EXOPW  opei- 

ates  five  days  a  week  (N'  ^nday  through  Friday)  from  0830  to 
1700  central  time.  Messages  sent  to  EXOPW  on  week-ends 
cannot  be  acted  on  until  Monday  morning. 

3.  REPORTING  POLICY    No  report  need  by  prepared  for  an 
article  that  is   returned  to  its  owner  immediately,  be- 
fore he  leaves  the  premises.    Otherwise,  the  policy  is  that: 

A.  Found  Report  (UPS  409F)    Prepare  immediately  for 
each  unclaimed  article  on  hand.    Do  not  detach 

original;  leave  it  on  the  UPS  409F.     This  way ,  the 
original  will  be  immediately  available  at  EXOLL  when 
the  found  article  is  received. 

B.  Lost  Report  (UPS  409L)   Prepare  for  each  loss  re- 
ported.   Mail  the  original  id  EXOPW  24  hours  after 

the  time  of  loss. 


6.      TELETYPE  MESSAGES    to  other  stations  or  EXOPW  may 
be  used  to  trace  lost  articles.    Howev 

A.  Do  not  trace  other  stations  for  articles  lost  more 
than  ten  days,  since  all  "found"  articles  are  ship- 
ped to  EXOPW  after  that  time. 

B.  Do  not  send  AAAlL  messages,  nor  address  copies 
of  routine  inter-station  messages  to  EXOPW. 

C.  Do  not  use  teletype  messages  to  notify  EXOPW  or 
other  stations  of  routine  "found"  articles  on  hand. 

T.     SECURITY        Protect   all  articles   until   they 

are  returned  to  theii  owners  or  shipped  to  EXOPW.    A 
locked  drawer  or  cabinet  may  be  used  for  most  items.    How- 
ever,  the  station  safe  should  be  used  for  valuables  such  as 
expensive  cameras,   jewelry,  watches,  binoculars,  furs,  etc. 
Safe  should  also  be  used  for  articles  such  as  wallets  or  purses  that 
contain  cash,  checks,    money  orders,  or  other  negotiable 
instruments  worth  more  than  one  dollar. 

Lost   Report   (UPS    409L) 

8.     WHEN  A  PASSENGER  REPORTS  A  LOSS  IN  PERSON, 

first  see  if  there  is  a  Found  Report  for  the  same  article 
in  the  local  card  file. 


4.  LOCAL  RECORDS    of  lost  and  found  articles  must  be  kept 
at  least  120  days.    This  includes  station  copies  of  Lost 

Reports  and  Found  Reports;  station  copies  of  Shipping  Memos 
for  articles  shipped  to  EXOPW  etc. 

5.  CARD  FILE     Each  station  should  keep  a  3"  x  5"  card  file 
for  filing  station  copies  of  Lost  and  Found  Reports  during 

the  120  day  period. 

A.     For  systemwide  uniformity,  box  should  have  the 

following  dividers,  arranged  alphabetically.    (Omit 
dividers  at  small  stations  where  volume  of  reports  does 
not  justify.) 


Books 
Briefcases 

Cameras  &  Equipment 
Coats 

Envelopes  &  Folders 
Glasses  &  Binoculars 
Gloves 
Hats 

Jewelry  &  Keys 
Kits  (Shaving,  Cosmetic 
Sewing) 


Miscellaneous  &  other 
Pens  &  Pencils 
Purses  &  Wallets 
Overshoes  &  Rubbers 
Smoking  Equipment 
Toys 

Umbrellas 
Wearing  Apparel 

(other  than  coats,  hats  or 

gloves) 


B.     File  Lost  and  pound  Reports  together,  using  same.seb    .^ 
of  dividers.    Behind  each  divider,  file  reports  ifdate  •« 
order  with  most  recent  date  to  the  front. 


A.  If  there  is.  you  need  not  prepare  a  Lost  Report. 
Follow  procedures  under  Returning  Found  Articles 

to  Owners  on  later  page. 

B.  If  there  is  not,   prepare  a  Lost  Report  (UPS  409L) 
immediately.    Tell  passenger  you  will  send  a  copy 

to  UA's  central  Lost  &  Found  office.    Do  not  commit 
UA  to  any  liability. 

PREPARATION     Use  ballpoint  pen  or  pencil.    Enter  all 
of  the  following  (see  sample  at  top  of  next  page); 

A.  Date  of  loss; 

B.  Flight  number  if  lost  on  a  UA  airplane,  or  other 
UA  premises  where  lost; 

C.  Type  of  article  (e.g.,  "Fountain  Pen"); 

D.  Good  description  that  will  positively  identify  the 
article  when  it  is  found; 

E.  Owner's  full  name  and  mailing  address  (including 
title  such  as  "Mr.,"  "Mrs."  or  "Miss"); 

F.  Any  necessary  "Remarks"; 

(Jl  .'tompany  address  code  of  reporting  office; 
H.     Agent' s  name  or  number; 


J.      Give  passenger  the  printed  #1  copy  of  UPS  409L. 
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United  Airlines 


a'.  TO  tXOPW   AFTER    72    MOL 
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REPORT                           3  J; 
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/                / 

ARjrCLE 
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DSCAT 

»    FOR    IX09W   UBX    ONLY     ^ 

Illustration  of 
#2  and  #3  copies 


10.  DISTRIBUTION  OF  COPIES  #2  AND  #3 

A.  If  lost  less  than  72  hours,  keep  both  copies  together 
until  24  hours  have  elapsed.    Then,  if  the  article 

has  not  been  found,  send  #2  copy  to  EXOPW  via  Company 
Mail.    Place  #3  copy  in  local  card  file. 

B.  If  lost  more  than  72  hours,  send  the  #2  copy  to 
EXOPW  immediately.    Place  #3  copy  in  local  card 

file. 

11.  LOSSES  REPORTED  BY  MAIL     If  a  passenger  reports  a 
loss  by  mail,  and  there  Is  no  Found  Report  on  file  locally 

for  the  same  article: 

A.  Prepare  a  Loss  Repoit  (UPS  409L)  based  on  informa- 
tion in  the  passenger  letter. 

B.  Detach  and  mall  the  "PASSENGER  COPY"  of  the 
Loss  Report  to  the  passenger.    You  may  address, 

stamp,  and  mall  It  as  a  post  card  or  mail  it  in  an  enve- 
lope. 

C.  Staple  the  #2  copy  of  the  Loss  Report  to  the  letter 
from  the  passenger  and  send  to  EXOPW  by  company 

mail. 

D.  File  #3  copy  of  the  Loss- Report  in  local  file. 


Cancelling   a   Loss   Report 

12.   DURING  FIRST  72  HOURS,    if  a  lost  article  is  found 

before  the  original  of  the  Loss  Report  has  been  mailed 
to  EXOPW: 

A.  On  both  copies  of  the  Loss  Report,  show  how  the 
article  is  being  forwarded  to  owner.    (See  Return- 
ing Found  Articles  to  Owners  on  next  page. ) 

1)  If  passenger  picks  up  In  person,  ask  him  to 
sign  both  copies  of  the  report. 

2)  If  another  station  has  the  article  and  Is  ship- 
ping it  direct  to  the  owner,  so  indicate. 

B.  Draw  a  diagonal  line  across  the  face  of  both  copies 
to  indicate  the  report  Is  "closed  out." 

C.  Send  the  original  copy  to  EXOPW  by  Company 
Mail.    Place  the  duplicate  In  local  card  file. 

.  13.   AFTER  72  HOURS     If  a  lost  article  is  found  through  local 
efforts  aftf      ■  original  Loss  Report  has  been  mailed  to 
EXOPW.    K:         ihe  same  entries  as  above  on  the  duplicate 
copy;  draw  a  diagonal  line  across  it;  and  return  It  to  the 
local  card  file. 
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Found    Report   (UPS   409F) 

14.  WHEN  AN  UNCLAIMED  ARTICLE  IS  TURNED  IN,  first 
see  if  tiiere  is  a  Lost  Report  (UPS  409F)  on  file  locally 

for  the  same  article. 

A.  If  there  is,  and  if  you  are  in  a  position  to  return  the 
article  directly  to  its  owner,  you  need  not  prepare 

a  Found  Report.    Follow  procedures  under  Cancelling  a 
Lost  Report  on  preceding  page. 

B.  Otherwise,  prepare  a  Found  Report  (UPS  409F) 
immediately. 

15.  PREPARATION    Use  ballpoint  pen  or  pencil  and  press 
bar  d  enough  to  make  third  copy  legible.    Enter  all  of 

the  following  (see  sample  at  bottom  of  this  page): 


B.  Flight  number  if  found  on  UA  airplane,  or  other  UA 
premises  where  found; 

C.  Type  of  article; 

D.  Good  description  so  EXOPW  can  check  the  Found 
Report  against  Lost  Reports  for  similar  articles, 

E.  Any  "Remarks"; 

F.  Company  address  code  of  office  holding  the  article; 

G.  Agent's  name  or  number. 

IMPORTANT:  If  the  found  article  contains  cash  or  negotiable 
instrimi'.ents,  show  on  Found  Report  the  type  of 
instrument  (cash,  check,  money  order,  etc. )  and  the  total 
amount. 


NOTE:     Confiscated  weapons  -  If  the  passenger's  name 

and  address  were  not  obtained  when  the  weapon 
was  taken  from  him,  follow  the  same  procedure  as  for  any 
otiier  found  article. 

16.  DISTRBUTION  OF  COPIES 

A.  Duplicate:    Place  in  local  card  file. 

B.  Original  &  Triplicate:    Remain  together  and  should 
be  attached  to  the  found  article. 

Returning   Found   Articles   to   Owners 

17.  THE  PROCEDURES  WHICH  FOLLOW    are  for  return  of  an 
unclaimed  article  covered  by  a  Found  Report  (UPS  409F). 

Similar  procedures  apply  when  returning  an  article  covered 
only  by  a  Lost  Report  (UPS  409L),  except  that  procedures  for 
recording  disposition  are  slightly  different,    (See  Cancelling 
a  Lost  Report  on  preceding  page. ) 

IS.    POLICY    If  owner's  name  and  address  can  be  determined, 

return  the  found  article  directly  rather  than  forwarding 
it  to  EXOPW.    Do  nm  ship  an  article  to  another  station  for 
delivery  to  its  owner,  unless  requested  to  do  so  by  the  other 
station  or  the  owner.    Ask  the  other  station  for  his  address  and 
ship  directly  to  him. 

19.    IF  OWNER  PICKS  UP  IN  PERSON 

A.  Ask  him  to  sign  his  name  and  address  in  the 
spaces  provided  on  the  Found  Report    Keep  in 

local  files  for  90  days. 

B.  Send  original  Found  Report  to  EXOPW. 

C.  Discard  triplicate  copies. 


I.Bnd  3.  Leave  attached 


UNITED  AIR  LINES 

FOUND  REPORT  '^R40RK 
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20.    IF  NECESSARY  TO  SHIP  TO  OWNER  use  Registered  Uail, 
Ia<:ured  Parcel  Post,  Railway  Express,  etc.,  as  Indicated 
by  the  type  of  article, 

A.  Enter  owners  name  aod  address  on  Found  Report 

in  spaces  provided,  method  of  shipment,  and  your 
own  signature.    Keep  duplicate  in  local  fUes  for  90  days. 

B.  Send  Original  tD  EXOPW. 

C.  Discard  iriplicate  copy. 


NOTE:      Some  stations  have  trouble  shipping  articles  because    . 

they  lack  airport  posul  facilities,  etc.     If  necessary, 
send  such  articles  to  EXOPW  for  reshipment.    (See  Shipping 
Articles  to  EXOPW  below. )    Be  sure  to  enter  owner's  full  name 
and  mailing  address  on  the  original  copy  of  the  Found  Report 
for  use  by  EXOPW. 

21,  RETURN  OF  ARTICLES  CONTAINING  CASH    If  an  arti- 
cle containing  cash  cannot  be  picked  up  by  the  owner  in 

person,  local  supervisor  should  determine  the  best  way  of 
handling.  Small  sums  may  be  returned  inside  tlie  article, 
via  Registered  Mail.    For  larger  amounts: 

A.  Deposit  the  cash  on  a  Cash  Receipt  (UA  lOlA),  cre- 
diting account  4918-11-0560.    Cross-reference  the 

Cash  Receipt  to  the  Found  Report. 

B.  Issue  a  check  locally,  against  same  account,  for 
the  amount  involved.     Enclose  this  check  in  the 

article  and  ship  via  Registered  Mail,  declaring  total 
value. 

C.  Attach  orjRinal  of  the  Cash  Receipt  to  monthly  dis- 
bursement report  sent  to  EXOAP. 

D.  If  it's  impractical  to  issue  an  area  revolving  check, 
use  a  Refund  Draft  (UTS  1535).    Wlien  using  the 

Draft,  attach  the  white  copy  to  the  original  copy  of  the 
Cash  Receipt  and  forward  to  EXOAC,  per  existing 
procedures. 

Shipping   Article    to   EXOPW 

22,  POLICY    Found  articles  not  claimed  within  7  days  must 
be  shipped  to  EXOPW.    Shorter  holding  periods  are 

approved  for  stations  with  limited  sttxage. 

23,  HANDLING  FOUND  REPORTS    Leave  original  and  tripli- 
cate copies  of  Found  Reports  attached  to  articles  being 

shipped.    Ih  the  space  provided  on  the  duplicate  (station  filel 
copies,  enter  the  date  of  shipment  to  EXOPW.    Keep  duplicates 
in  local  card  file  for  90  days. 


25.  ATTACH  EXPEDITE  BAGGAGE  TAG  with  log  (UT  38XL) 
securely  to  the  shipment    Retain  log  <;opy  for  record  of 

shipment. 

26.  ARTICLES  CONTAINING  CASH    if  a  wallet,  purse,  or 
other  article  to  be  shipped  to  EXOPW  contains  any  cash: 

A.  Deposit  the  cash  locally  on  a  Cash  Receipt  (UA  lOlA), 
crediting  account  4918-11-0560.     Cross  reference       ♦ 

the  Cash  Receipt  to  the  Found  Report. 

B.  Enclose  the  original  of  the  Cash  Receipt  inside  the 
article  being  shipped  to  EXOPW. 

.  27.    (Unassigneoy 

Return   of  Articles   From    EXOPW 


28.    RETURN  OF  ARTICLES  FROM  EXOPW    If  the  apparent 
owner  is  located  after  a  found  article  has  been  shipped 
to  EXOPW,  check  with  EXOPW  by  wire  before  telling  him  de- 
finitely that  the  article  is  available.    Give  Found  Report  serial 
number;  type  of  article;  date  shipped  to  EXOPW;  any  addi- 
tional description  furnished  by  the  passenger;  and  his  full  name 
and  mailing  address. 

EXOPW 

RE  UPS  409F  65443  GRN  PEN  SHPD  TO  U  2/18  FWD  TO 
MR  JJ  JONES  184  ELM  ST  BFL 
BFLLL 

A.  EXOPW  will  confirm  by  wire  if  it  holds  the  article 
and  can  ship  it  to  the  owner.     In  this  case,   staple 

copies  of  both  wires  to  the  duplicate  (local  file)  copy  of 
the  Found  Report.  Then  draw  a  diagonal  line  to  "close 
out"  the  report  and  return  it  to  the  local  card  file. 

B.  If  EXOPW  no  longer  holds  the  article,  or  it  is  not  the 
right  article,   EXOPW  will  so  advise.    In  this  case, 

prepare  a  Lost  Report  (UPS  409L)  covering  the  article  the 
passenger  has  lost.     Distribute  the  copies  in  normal  way. 


24.  PACK  ARTICLES  in  a  carton  with  enou^  packing 
material  to  prevent  damage.    Seal  carton  securily. 
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.1.     Have  you  seriously  considered  lowering  fares  on  any  major  routes 
within  the  past  five  years?    If  so,   did  you  file  tariffs  embodying  lower 
fares?     (docket  numbers?)    If  not,   why  not?    Do  current  Board  procedures 
inhibit  or  encourage  the  carriers  to  experiment  with  lower  rates?    How? 

Western  has  not  taken  action  to  lower  its  regular  fares  on 
major  routes  in  the  last  five  years  because  during  most  of  this  period 
Western's  earnings  were  well  below  the  C.  A.  B.   standard  rate  of  return 
on  investment.     Lower  fares  during  this  period  would  have  reduced  those 
earnings  even  further.     However,   during  this  period  Western  established 
a  number  of  reduced  promotional  fares  in  selected  markets,   designed  to 
fit  the  characteristics  of  the  market  concerned  and  thereby  promote  the 
use  of  discretionary  income  for  personal  travel  and  to  fill  empty  seats. 

Procedures  recently  adopted  by  the  C.A.  B.  require  submission 
of  more  detailed  justification  for  new  promotional  fares  than  was  formerly 
the  case.     However,   much  of  this  information  is  of  the  type  we  have  been 
using  in  our  internal  studies  of  the  merits  of  such  filings. 

2.     Do  you  support  the  type  of  "zone  of  reasonableness''  fare  proposal 
advocated  by  DOT  and  DOJ  in  Phase  9  of  the  DPFI?    Do  you  believe  such 
as  zone  would  lead  to  lower  fares?    Why? 

No,  Western  does  not  support  the  "zone  of  reasonableness" 
fare  concept  which  would  allow  variations  in  regular  fares  within  a 
prescribed  range.     This  concept  might  lead  to  lower  fares  in  particular 
markets  but  if  so,  the  results  would  probably  be  very  inequitable  between 
different  communities  and/or  different  carriers. 

3.     List  representative  figures  to  indicate  the  approximate  proportion 
of  business  and  pleasure  passengers  you  carry  on    a)  transcontinental 
nights;    b)  major  short  haul  routes;    c)  minor  short  haul  routes; 
d)  international  routes. 
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Western  Air  Lines  does  compile  records  of  the  proportion 
of  business  and  pleasure  passengers.     For  the  most  part,  however. 
Western's  system  destinations  lend  themselves  to  exploitation  for 
pleasure  travel  as  distinguished  from  purely  business  travel.     The 
estimates  given  are  purely  judgment  figures  based  upon  our  marketing 
experience  in  certain  markets: 

(a)  Not  applicable.     Western  has  no  transcontinental  authority. 

(b)  Los  Angeles- Las  Vegas.    80%  pleasure,  20%  business. 
Los  Angeles-San  Francisco.     50%  pleasure,   50%  business. 
Denver-San  Diego.     55%  pleasure,   45%  business. 

(c)  Salt  Lake  City-Pocatello,   San  Francisco-Reno, 
Denver-Rapid  City.     50%  personal  and  pleasure,   50% 
business  travel  of  all  types. 

(d)  Los  Angeles- Mexico  City/Acapulco,   San  Francisco-Vancouver, 
Denver- Calgary /Edmonton"!     65%  personal  and  pleasure, 

35%  business  travel  of  all  types. 

4.     How  do  you  determine  the  proper  fare  for  a  particular  city  pair? 
Who,  within  your  organization  makes  this  decision?    What  studies  are 
made  for  use  in  making  it?    Have  you  studied  the  possible  effects  of 
increased  fare  competition  on  your  fares,   costs,   and  profits? 
Describe  in  detail  the  studies  you  have  made,   and  their  conclusions. 

Western's  regular  ("normal")  fares  have  been  constructed 
according  to  C.  A.  B.   or  industry  standards.     Promotional  fares  designed 
to  fit  specific  market  characteristics  and  thereby  promote  personal 
travel  have  been  developed  in  each  case  within  the  Marketing  Division, 
and  approved  by  senior  management. 

The  studies  used  in  developing  such  fares  employ  a  number  of 
techniques  which  often  vary,   depending  upon  the  type  of  personal  travel 
market  or  situation  involved,  i.e.    -  individual  travel,   group  travel,  the 
correction  of  peak  and  valley  traffic  patterns,   etc.     Such  techniques  include 
the  review  of  past  statistical  data,   the  advice  of  and  consultation  with  local 
managers  following  contacts  by  them  with  other  local  information  sources, 
including  travel  agents,  tour  organizers,   and  civic  officials. 

Ultimately  when  a  judgment  is  reached  as  to  the  level  of  the 
promotional  fare  which  it  is  felt  will  provide  the  inducement  to  generate 
the  traffic  sought,   an  economic  evaluation  is  made,  using  the  data  previously 
obtained  by  the  methods  described  above,  to  project  generation  and  diversion 
estimates,   and  thereby  the  profit  impact.     This,   then,   determines  the 
recommendation  which  is  made  whether  or  not  to  proceed  with  the 
experimental  fare. 
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Subsequent  follow-ups  are  made  by  various  methods  including 
ticket  lifts  and  special  surveys  --  including  inflight  surveys,  to  dete.-mine 
the  effect  of  the  special  fares.     Obviously,    sometimes  the  effect  is  a 
favorable  one,   and  in  other  cases  unfavorable  --  meaning  that  new  revenue 
is  or  is  not  developed  to  a  greater  degree  than  the  revenue  lost  by  diversion 
of  existing  business  to  the  special  fare. 

5.  How  many  times  during  the  past  ten  years  have  your  company  or 
competing  airlines  filed  for  fare  increases  ?    In  which  markets?    How 
many  times  have  you  matched  fare  increases  that  the  Board  approved? 
In  which  markets?     Has  your  airline,   in  circumstances  where  a  com- 
petitor filed  an  application  for  a  fare  increase  which  was  approved, 
felt  pressure--formal  or  informal- -from  the  CAB  or  its  staff  to  file 
for  a  similar  fare  increase?     When?     Describe.     Has  your  airline  felt 
pressure  from  other  airlines  to  match  an  approved  fare  increase? 
Describe. 

A  chronological  list  of  Western's  fare  increases  in  its  five 
rate-making  areas,   which  were  common  to  all  or  virtually  all  markets 
in  these  areas,   is  attached.     Western  has  no  comparable  records  of  the 
filings  of  competing  airUnes  for  fare  increases. 

There  is  no  distinction  in  the  attached  list  between  different 
types  of  fare  increases.     In  every  instance  the  fare  increase  was 
permitted  by  the  Board  -i.e..   Western  could  not  have  made  these 
increases  without  the  Board's  sanction. 

Western  has  never  felt  pressure  -  formal  or  informal  -  from 
the  C.  A.  B.  ,  its  staff  or  another  airline  to  file  an  increase  or  to  match 
an  approved  increase.      (See  Appendix  A) 

6.  Enclose  a  statement  of  your  costs,   revenues,   gross  profits, 
interest  on  debt,   actual  taxes  paid,  net  return  to  equity,   and  load 
factors  for  your  domestic  routes,   and  for  your  international  routes 
broken  down  by  individual  route  insofar  as  possible  for  each  year  for 
the  past  ten  years.     (Indicate  as  well  those  of  your  costs  and  profits 
that  are  attributable    a)  Your  charter  operations;    b)  other  non  scheduled 
airline  related  activities;    c)  non  airline  activities). 

Attached  is  a  Summary  of  Operations  and  an  itemization  of 
load  factors,   charter  revenues  and  actual  taxes  paid  for  Western  Air 
Lines  for  the  past  ten  years.     The  information  presented  is  that  which 
has  been  formally  developed  and  presented  in  the  Form  41  reports  to 
the  Civil  Aeronautics  Board.     Accordingly,   the  requested  information  is 
broken  out  by  Latin  American  and  Domestic  (50-state)  entities.     Any 
further  breakdown  of  operating  results  by  routes  or  other  lesser 
entities  would  involve  disclosure  of  information  which  has  heretofore 
been  kept  confidential  within  the  company.     We  are  not  prepared  at  this 
time  to  disclose  such  "insider"  information.      (See  Appendix  B) 
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Appendix  A 
Page  1  of  3 


Increases  In  Fares  In  Each  Of  Western's  Five 


Year 

The  A  8 

Contiguous 

States 

Mainland- 
Hawaii 

No  service 

"Lower 

48  States"- 

Alaska 

U.S.- 
Mexico 

None 

U.S.- 
Canada 

1965 

None 

No  service 

None 

1966 

None 

No  service 

No  service 

None 

None 

1967 

None 

No  service 

None 

(PNA  merged 
into  Western 
in  July,  1967) 

None 

None 

1968 

None 

No  service 

None 

None 

None 

1969 

See  below 

None 

See  below 

None 

See  below 

2/20/69 

Increase  of 
3.8% 

(Service  com- 
menced 7/25/69 
with  a  reduc- 

- 

tion  of  15% 

in 

many  fares) 

2/26/69 

10/1/69 
11/15/69 


1970 
3/15/70 

6/1/70 


Increase  of 
6.3% 


See  below 


Increased  10% 
for  first  class 
only 


Increased  to 
110%  of  Lower 
48  levels  of 
10/1/69 

See  below 


Same  as  for 
48  states 
on  2/20/69 


See  below     None 
Increased  10% 


10/15/70 


Increased  5% 
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Increases  In  Fares  In  Each  Of  Western's  Five 
Rate-Making  Areas.  1965  -  1974,  Inclusive 


Year 

The  48 

Contiguous 

States 

Mainland- 
Hawaii 

1971 

See  below 

See  below 

1/11/71 

Increased 
first  class 
fares  and 
modified 
application 
or  amount 
of  tliscount 
fares;  in- 

crease of 
"package" 
totalling  3% 

5/7/71 

Increase  of 
6% 

5/15/71 

Increase  of 

6/6/71 

1972 

See  below 

None 

9/5/72 

Increase  of 
2.72 

1973 

See  below 

See  below 

5/1/73 

6/1/73 

1/3  reduction 
in  youth  and 
family  plan 
discounts 

9/1/73 

Increase  of 
8Z 

12/1/73 

1/3  reduction 
In  youth  and 
family  plan 
discounts 

12/1/73 

Increase  of 
5Z 

12/9/73 

"Lower 

48  States"- 

Alaska 

None 


U.S.- 
Mexico 


None 


U.S.- 
Canada 


See  below 


Increase  of 
6% 


See  below 


See  below 

Increase  of 
5Z 


Increase  of 
5Z 


Increase  of 
SZ 
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Increases  In  Fares  In  Each  Of  Western's  Five 
Rate-Making  Areas.  1965  -  1974.  Inclusive 


Year 

The  48 

Contiguous 

States 

Mainland- 
Hawaii 

1974 

See  below 

See  below 

1/1/74 

3/1/74 

4/16/74 

Increase  of 
6Z 

5/1/74 

Increase  all 

military 

fares 

6/1/74 

Discontinued 
youth,  family 
and  Discover 
America  fares 

Increase  of 
6Z 

11/15/74 

Increase  of 
4X 

12/1/74 

■ 

Increase  In 
Common  Fare 
stopover 
charges 

"Lower 

48  States"- 

Alaska 

See  below 


Increase  of 
5-1/2% 


U.S.- 
Mexico 


See  below 


Increase  of 
6% 


U.S.- 
Canada 


See  below 


Increase  of 
6%  for  Van- 
couver routes 
only 
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7      Provide  a  statement  of  actual  and  predicated  cash  flow  over  the  past 
five  years.     Provide  a  statement  of  projected  cash  flow  over  the  next 
five  years.     What  load  factors  did  you  assume  in  arriving  at  the  figures 
in  these  statements?    How  do  the  figures  change  assuming  load  factors  of 
55%?    60%    65%    70% 


WESTERN  AIR  LINES,  INC. 

STATEMENT  OF' CHANGES  IN  FINANCIAL  POSITION 
(in  thousands  of  dollars) 


Year  ended  Docember  31, 


Source  ol  Funds: 

Earnings  (loss)  before  exiraotdinary  gain 
Add  back; 

Depreciation,  amortization  and  provision  for 

ovrrh.iuls  ot  llighl  equipment  (Note  2) 
Delc'ifU  income  la*es 

Ci>aiqe  (credit)  related  to  investment  credits 
Amortization  o(  investment  credits 
Gam    on    disposal    of    other    property    and 
equipment 

Total  from  operations  before 
extraordinary   gain 

Extraordinary  gain 

Deduct  gam  before  taxes 

Deduct  deferred  tax  credits 

Related  reduction  in  worlting  capital 
Total  from  operations 
Proceeds  from  disposal  of  property  and 
equipment: 

Involuntary  conversion  of  an  aircraft 

Other 
Conversion  of  5V«%  convertible  subordinated 

debentures 
Proceeds  from  issuance  of  long-term  debt 
Refunds  of  equipment  purchase  deposits 
Federal  income  taxes  refunded 
Increase   (decrease)   m  current  liabilities 
Proceeds  from  exercise  of  stock  options 

Application  of  Funds: 

Purchase   of   airplanes,   properly   and   equipment 

and  advances  thereon 
Increase  in  inventories,   receivables  and  prepaid 

expenses 
Reduction  ol   long-term   debt   including  transfers 

to  current  liabilities  and  conversion  of 

debentures 
Cash  dividends 
Aircraft  preoperaling  costs 
Other  —  net 

Increase  (Decrease)  in  Cash  and  Marketable 

Sacurilies 
Cash  and  Marketable  Securities  Balance  at: 

Beginning  of  period 
End  of  period  (Note  3) 


1969 

1970 

1971 

1972 

1973 

$(12,199) 

595 

5897 

11.216 

20.386 

J7  692 

7  000 

(6350) 

(2150) 

41  ^29 

't;50l 

(2050) 

38  607 
2  600 
1  200 

(2325) 

35.254 

(3.2;'b) 

5.500 

(2.300) 

29  436 

4.CjO 

D.800 
(2  425  1 

(25) 

(111) 

(239) 

-J.!5£> 

■  _(il5> 

23.968 

39.113 

45.740 

45,813 

56.302 

— 

560 

(1.110) 

(850) 

(1.400) 

44.340 

- 

- 

— 

— 

— 

— 

23.968 

39  113 

45.813 

56.302 

2.909 

3.220 

4.900 
526 

1.689 

5.615 

79 

29.706 

4.625 

20.285 

133 
12285 
11.073 

(862) 

35 

48.939 

89 

12.423 

236 

60.250 

15.362 
12.125 

16.814 
5 

81.572 

65.824 

106.223 

46.196 

4  796 

10.548 

59.196 

74.280 

14.383 

2001 

684 

5,450 

10.914 

16.274 

2.451 

1.483 

201 

60.988 

22.965 

(85) 
29.677 

22.144 

(860) 
32.516 

21.553 
1.217 

(1.524) 
85.892 

21.463 

3.462 

2.077 

1.788 

113.984 

S    584 

36147 

16.423 

(25.642) 

81.024 
55.382 

(7.761) 

$  27.870 

28.454 

64.601 
81.024 

55.382 

$  28.454 

64.601 

47.621 
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8.     List  your  purchases  and  leases  of  new  airplanes  made  in  the  past 
live  years.     How  much  money  have  you  invested  in  new  airplanes  during 
that  time?    What  is  the  rate  at  which  you  depreciate  those  airplanes? 
How  were  these  purchases  financed?    If  they  were  financed  by  bond  sales, 
list  the  amounts  and  dates  on  which  these  bonds  fell  due. 

WESTERN  AIR  LINES,   INC. 
(in  thousands  of  dollars) 

Aircraft  purchased  and  leased  since  1-1-1969: 


Year  &  type 

Purchas* 

id 

Leased 

of  aircraft  acquired 

Quantity 

Amount 

Quantity 

1969 

Boeing  737 
Boeing  727 

13 

$  44,254 

6 

1972 

Boeing  727 

5 

35,263 

1973 

McDonnell  Douglas  DC- 10 

-2. 

39.463 

2. 

Past  5  years 

20 

118,980 

8 

1974 

McDonnell  Douglas  DC- 10 
Boeing  727 

1 
_7 

20,322 
54,795 

Total  aircraft  acquired 
Total  invested 


28 


3194.097 


Depreciation  Rates: 


Percent  per  year 
Boeing  737  7.08       % 

Boeing  727  7.08       % 

McDonnell  Douglas  DC- 10     5.63       % 


The  above  aircraft  acquisitions  were  financed  from  external  borrowings  , 
a  1968   sale  of  convertible  debentures  and  internally-generated  funds. 

5-l/47o  Subordinated  Convertible  Debentures,  $30  million,  issued  in  1968, 
have  a  due  date  of  2-1-1993  with  sinking  fund  payments  of  $1.5  million  a 
year  starting  in  1979. 

9.     Describe  your  existing  outstanding  contracts  for  the  purchase  of 
airplanes  or  other  major  items  of  equipment.     Describe  other  such 
purchases  that  you  plan  over  the  next  five  years,   which  are  not  now 
covered  by  contracts. 


WAL  #4338.  Agreement  with  McDonnell  Douglas  for 

purchase  of  1  DC- 10  for  May  1975  delivery. 
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WAL  #4742,  Agreement  with  Boeing  Co.  for  purchase  of 

3  72 7 -2 00' s.     Tentative  delivery  dates  May 
and  June  1975. 

WAL  #5190.  Agreement  with  Pan  American  for  purchase 

of  1  707-32 IC  contingent  upon  transfer  of 
Seattle-Fairbanks  route  from  Pan  Am  to 
Western. 

As  regards  planned  purchases  of  aircraft.   Western  has  options 
with  the  Boeing  Co.   which,  if  exercised,  would  provide  for  the  purchase 
of  aircraft  for  delivery  in  1976  and  1977.     As  of  now,  no  decision  has 
been  made  regarding  the  exercise  of  such  options. 

Other  major  items  covered  by  contract  include: 

Construction  of  a  DC- 10  hangar  and  a  parking  garage  at 
Los  Angeles  International  Airport. 

Spare  engines  (4)  and  ground  support  equipment. 

Aircraft  and  engine  modifications. 

Other  facilities  remodeling  and/or  construction. 

Planned  purchases  of  such  items  not  covered  by  contract,  are 
primarily  for  replacement  of  ground  support  equipment,   remodeling,   etc. 

10,  List  the  salaries,  bonuses  and  any  other  compensation  paid  to  the 
ten  highest  paid  executives  in  your  company  for  each  year  for  the  past 
five  years. 

Salaries  1969  1970  1971  1972  1973 


Arthur  F. 

Kelly 

$  55, 

211 

59, 

423 

71, 

981 

78, 

365 

102. 

019 

J.  Judson  Taylor 

59, 

135 

75, 

289 

85, 

385 

95, 

048 

99, 

125 

Dominic  P 

,  Renda 

88, 

038 

Arthur  F. 

Gardner 

72, 

822 

PhiUp  E, 

Peirce 

38, 

146 

43, 

165 

46, 

531 

53, 

350 

69, 

625 

Charles  J 

J,   Cox 

38, 

647 

43, 

165 

46, 

531 

51, 

365 

56, 

905 

Harold  W. 

Caward 

46, 

177 

49, 

542 

53, 

888 

56, 

346 

59, 

238 

Gerald  P. 

O' Grady 

46, 

307 

51, 

365 

56, 

232 

Anton  B.   ] 

F'avero 

38, 

146 

39, 

492 

42, 

846 

46, 

692 

52 

165 

Jack  M.  Slichter 

42, 

723 

43, 

165 

44, 

512 

46, 

010 

49 

034 

Stanley  R. 

Shatto 

75, 

288 

75, 

288 

75, 

288 

78, 

365 

Bert  D.   Lynn 

41, 

019 

Richard  B 

.   Ault 

39 

162 

Arthur  G. 

Woodley 

45 

173 

45 

173 

Terrell  C 

Drinkwater 

100 

385 
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11.  If  your  costs  were  to  exceed  your  revenues  each  year  for  the 
next  five  years,  by,   say  5%  or  10%,  what  steps  would  you  take  to 
avoid  bankruptcy?    Cut  salaries?    Renegotiate  contracts  with  unions? 
Postpone  dates  on  which  payments  for  aircraft  are  due?    Other? 
Would  you  reorganize  the  company  before  going  into  bankruptcy?    What 
would  be  the  effect  of  bankruptcy  on  debt  holders,   equity  holders, 

the  traveling  public?    Would  the  company  stay  in  business?    Were 
payments  on  airplanes  reschedules  or  forgiven,  would  it  be  possible 
to  stay  in  business?    How  much  leeway,  in  terms  of  cashflow,  would 
such  rescheduling  or  forgiveness  produce? 

This  question  is  theoretical  and  is  difficult  to  answer  in  the 
abstract. 

Western's  management  would  take  corrective  action  any  time 
costs  exceeded  revenues.     The  action  taken  would  depend  upon  a  great 
many  factors  including  the  nature  and  severity  of  the  problem.     The 
alternatives  open  to  management  might  include  one  or  more  of  the  measures 
suggested  in  the  question.     Whatever  measures  management  might  choose 
to  take  would  be  calculated  to  preserve  Western  as  a  profitable  airline 
while,   at  the  same  time,  fulfilling  its  public  service  obligations. 

12.  Do  you  believe  the  CAB  ought,   as  its  first  priority,  to  act  to 
prevent  a  possible  bankruptcy  by  any  major  trunk  carrier?    If  not 
its  first  priority,    should  the  CAB  give  such  a  task  a  high  priority? 
Under  what  conditions? 

The  Board's  first  priority  should  always  be  the  administration 
of  the  powers  and  duties  given  it  under  its  charter  --    the  Federal  Aviation 
Act  of  1958,   as  amended.     A  part  of  that  responsibility  is  fostering  sound 
economic  conditions  in  the  industry  it  regulates.     If  possible  bankruptcy 
of  any  major  trunk  carrier  were  indicative  of  a  general  industry  trend, 
then  the  Board  should  certainly  act  to  prevent  such  failures.     The  same 
situation  should  prevail  if  the  threatened  carrier  were  a  minor  trunk 
carrier.     However,  it  is  doubtful  if  the  Board  should  give  high  priority 
to  preventing  bankruptcy  of  any  one  carrier  if  it  is  clear  that  to  do  so 
the  Board  would  be  departing  from  the  principles  and  standards  set  forth 
in  its  charter. 

13.  Why,  in  your  view,  are  the  original  trunk  carriers --those  in 
business  in  1938- -the  only  trunk  carriers  still  in  business?    Why  have 
no  other  firms  in  the  aviation  business  become  trunk  carriers? 

That  the  original  trunk  carriers  are  still  in  business  is  a 
consequence  of  sound  regulatory  policies  of  the  Congress  in  creating 
the  C.  A.  B.  in  1938.     The  principal  reason  why  no  other  firms  in  the 
aviation  business  have  become  trunk  carriers  is  because  of  the  large 
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capital  investment  required  and  the  fact  that  the  original  trunks  are 
still  in  business.     Over  the  years,  the  C.  A.  B.  has  discharged  its 
regulatory  responsibilities  in  a  responsible  manner  by  balancing  com- 
petition between  and  among  the  trunk  and  local  service  carriers.     The 
result  is  that  today  this  nation  has  the  finest  air  transport  system  in  the 
world. 

14,  If  the  CAB  were  to  set  a  definite  policy  of  not  allowing  any  fare 
increases  in  the  next  five  years,  what  would  you  do?    Would  you 
disinvest  in  aircraft?    How  can  you  do  this?    Would  demand  catch  up 
to  your  present  fleet?    When?    Suppose  the  CAB  cut  fares  by  10%  or 
suppose  fuel  costs  continue  to  increase? 

Under  present  law  the  C.  A.  B.  has  no  authority  to  arbitrarily 
fix  fares  without  regard  to  changing  economic  conditions.     Air  transporta- 
tion is  no  different  than  any  other  commodity  in  that  prices  must  reflect 
changing  market  conditions,   costs,  productivity,   and  many  other  factors. 
The  C.  A.  B.  must  consider  all  of  these  in  determining  the  lawfulness  of 
fares.     Properly  managed  and  regulated  by  the  C.A.  B.   an  airline  should 
not  have  to  establish  a  program  to  disinvest  in  aircraft. 

15.  Normally,  low  profits  are  a  signal  to  an  industry  that  its  investment 
is  too  large--that  it  should  disinvest.     Is  this  "classical"  statement 
applicable  to  the  airline  industry?    If  not,  why  not? 

The  classical  statement  that  low  profits  are  a  signal  to  an 
industry  that  its  investment  is  too  large  probably  has  fit  the  industry  to 
some  extent  during  the  recent  past  and  the  airlines  have  taken  initial 
steps  to  disinvestment  by 

-  delayed  deliveries  of  new  aircraft; 

-  grounding  the  larger  wide-bodied  aircraft; 

-  selling  older  flight  equipment;  and 

-  selling  support  equipment. 

By  so  moving  toward  disinve sting,  the  airlines  have  attempted 
to  attain  a  more  satisfactory  balance  between  sales  and  production  as 
reflected  by  load  factors. 

The  statement  is  not  necessarily  true  in  the  short  rvin.     Invest- 
ment usually  is  made  in  anticipation  of  demand  and  often  must  be  made  in 
increments  that  produce  short-run  excess  demand.     The  airlines.are  a 
growth  industry.     In  the  past  short-run  excess  demand  has  evaported  with 
growth  in  demand. 

The  airlines,   manufacturers  and  governmental  agencies  (C,A.  B. 
F.  A.A.  )  over-estimated  the  rate  of  traffic  growth  that  would  be  attained 
during  the  late  1960's  and  early  1970's.     Based  on  these  forecasts,   orders 
for  new  equipment  were  excessive;  varying  considerably,   however,  from 
carrier  to  carrier.     The  excess  capacity  took  at  least  three  forms: 
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1)  Excess  plant  capacity,  in  the  aggregate 

2)  Excessively  large  aircraft,  in  some  instances 

3)  New  route  awards  in  a  competitive  environment. 

Large  aircraft,  which  would  have  been  more  economical  to 
operate  if  traffic  growth  had  occurred  as  forecast,   could  not  be  operated 
at  the  planned  utilization.     In  addition,   operation  of  these  aircraft  at  the 
lower  traffic  volumes,  necessitated  reduced  frequencies  of  service, 
which  in  turn  had  a  negative  effect  on  traffic  growth. 

Whether  this  statement  continues  to  be  applicable  during  the 
present  period  when  modest,  irregular  (or  even  negative  growth)  is  in 
prospect,  only  the  future  can  tell  because  the  airlines 

-  must  provide  for  the  public  convenience  and  necessity  even 
if  profits  are  low, 

-  must  give  and  plan  to  give  long-range  service, 

-  must  give  at  least  minimum  service  to  the  markets  they  serve, 

-  must  remain  viable  by  keeping  equipment  up  to  date, 

-  must  meet  increasing  standards  imposed  by  ecology, 

-  are  very  sensitive  to  general  economic  conditions, 

-  must  give  manufacturers  long  lead  times  for  the  acquisition 
of  new  plant  (aircraft)  and 

-  must  order  new  plant  in  view  to  specific  markets  in  order 
to  give  these  markets  adequate  service  without  producing  excessive 
capacity. 

The  airlines  are  a  service  industry.     The  basic  product  produced 
is  seats  in  the  air  which  perish  immediately  when  not  used.     There  is  no 
production  for  inventory  and  profit  is  generated  by  a  relatively  narrow 
profit  margin  which  lies  between  the  actual  load  factor  and  the  breakeven 
load  factor.     As  a  result,   airline  profits  are  subject  to  wide  swings. 

16.     What  major  factors  do  you  believe  are  responsible  for  the  airline 
industry's  low  profit  over  the  past  few  years?    Do  you  believe  that  CAB 
policies  contributed  to,   or  offset,   low  profits?     (Specify  which  policies 
and  how. 

See  answer  to  question  No.   15  above. 

17.     During  a  recent  CAB  proceeding  an  industry  witness  testified: 
"if  a  carrier  were  absolutely  certain  that  the  CAB  would  allow  it  to 
go  bankrupt  before  it  were  given  any  relief,  then  I  believe  you  would 
see  some  action  taking  place  in  eliminating  marginal  capacity  (excess 
capacity)"    Do  you  agree  with  this  statement?    Why?    Do  you  believe 
that  the  CAB's  load  factor  standards  would  be  more  effective  in 
controlling  load  factors  if  the  CAB  were  less  concerned  to  prevent 
airline  bankruptcy  or  reorganizations? 
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It  would  be  irresponsible  for  the  C.  A.  B.  to  make  a  statement 
to  the  effect  that  it  would  give  no  relief  to  a  carrier  facing  bankruptcy. 
The  C.  A.  B.  has  an  obligation  to  promote  the  industry  it  regulates. 
Factors  beyond  the  control  of  management  can  cause  "marginal  capacity 
(excess  capacity).  "    Indeed,  it  is  conceivable  that  if  the  present  economic 
downturn  continues  unabated  the  entire  industry  will  be  suffering  from 
excess  capacity.     Under  such  circumstances,   the  C.  A.  B.   would  have  an 
obligation  under  its  charter  to  assist  in  any  way  possible  to  preserve  the 
air  transport  industry-including  award  of  federal  subsidy. 

Western  does  not  have  excess  capacity.     It  operates  with  the 
highest  load  factors  in  the  trunkline  industry.     We  operate  that  way  in 
order  to  remain  profitable, 

18.     Are  your  costs  higher  than,   equal  to,   or  lower  than  the  industry 
average?     By  how  much?     Why? 

For  the  12  months  ended  September  1974,    Western's  operating 
expense  per  Available  Seat  Mile  is  lower  than  the  industry. 

Industry  (A)  Western  (B) 

Operating  Expense  (Mil)  $11,816.0  $    436.3 

Available  Seat  Miles  (Mil)         271,  100  11,  134 

Operating  Expense  per  ASM  4. 36(;;  3.92^ 


(A)  Pages  6  sjid  7  of  the  CAB  Airline  Industry  Economic 
Report  for  September  1974. 

(B)  Company  records. 

19.  List  your  advertising,  other  promotion,  and  office  rental  costs, 
absolutely,  and  as  a  percentage  of  total  costs,  for  each  year  for  the 
past  five  years. 

WESTERN  AIR  LINES,    INC. 
(in  thousands  of  dollars) 


Advertising 

7o  of  Operating  Expense 

Other  Promotion  &  Publicity 
°L   of  Operating  Expense 

Rental  -  Buildings* 
7o  of  Operating  Expense 


*  This  category  includes  office  rentals  as  well  as  terminals, 
sales  offices  and,  etc. 


5  Year 

1969 

1970 

1971 

1972 

1973 

Total 

$7,597 

8,089 

9,071 

9,715 

10,571 

45,043 

3.0  a 

2.837o 

2.93% 

2.84% 

2.82% 

2.88% 

153 

296 

718 

1,003 

651 

2,821 

.06% 

.  10% 

.  23% 

.29% 

.17% 

.18% 

5,029 

5,301 

5,793 

6,275 

7,221 

29,619 

1.99% 

1.85% 

i.8r/o 

1.83% 

1.93% 

1.89% 
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20.  Assuming  that  all  scheduled  flights  remain  unchanged  what  is 
the  additional  cost  of  carrying  one  extra  passenger  on  a  flight? 

Please  refer  to  comments  under  No.   6  above. 

The  additional  cost  of  carrying  one  extra  passenger  on  a  flight 
cannot  be  determined  independently  of  many  other  factors,   for  example: 

Was  food  service  provided.     If  so,  was  it  deluxe  or  coach; 
snack  or  dinner,   etc. 

Were  complimentary  beverages  served. 

Was  travel  agent  commission  paid  on  the  ticket. 

Were  any  credit  card  charges  incurred. 

Was  there  any  interrupted  trip  expense. 

How  much  additional  fuel  was  consumed  (in  general,   a  heavy 
airplane  requires  more  fuel  than  a  lighter  one). 

What  was  trip  length  for  computation  of  passenger  Liability 
insurance. 

21.  Please  answer  the  following  questions  in  respect  to  each  of  the 
following  markets:    San  Francisco /Hawaii,  New  York/Hawaii,  New 
York/ Los  Angeles,  New  York/Atlanta,    Chicago/New  York,  New  York/ 
Miami,   Boston/Washington: 

a.  What  are  your  costs  per  flight,     (1)  determined  on  a 
"fully  allocated"  cost  basis,     (2)  determined  on  a  DOC  basis  (as  used 
by  the  CAB),     (3)  determined  on  an  "incremental  cost"  basis  (what  do 
you  include  in  "incremental  cost")?    Determine  these  costs  insofar  as 
possible  both  on  a  "seat-milex"  basis  and  on  an  RPM  basis. 

b.  What  are  your  load  factors  in  each  of  those  markets? 

For  the  reasons  stated  in  the  answer  to  question  No.   6 
above.   Western  is  unwilling  to  disclose  information  with  respect  to 
revenues  and  expenses  on  individual  route  segments. 

22.  List  the  routes  including  international  routes  that  you  have  applied 
for  CAB  permission  to  serve  in  the  last  five  years.     Indicate  those 
routes  where  the  CAB  has  granted  permission.     Indicate  those  where 
the  CAB  has  denied  permission.     Indicate  those  where  no  action  was 
taken  by  the  CAB,   along  with  the  ultimate  disposition  of  the  application. 
As  to  each  application,  indicate  the  date  of  filing  and  the  date  of  ultimate 
disposition  along  with  the  dates  of  any  hearings  held.     Do  you  believe 
that  Board  actions  on  yoiu-  route  applications  have  generally  been 
expeditious?    If  not,  to  what  do  you  attribute  the  delay? 

Western  does  not  believe  that  Board  actions  on  our  route 
applications  have  been  expeditious.     The  primary  reason  for  the  long 
delay  is  the  Board's  decisional  process  which  includes  setting  the  case 
for  hearing,  reaching  a  decision  on  the  merits,   and  preparing  the  Board's 
written  opinion. 
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Docket  # 


Date 

Filed 


Route  Applied  For 


Date 

of  CAB 

Hearing  Action 


Date 
of 
Decision 


D-20933     4/22/69      Prudhoe  Bay/Sag        5/22/70   ConsoUdated     Order  71-12-45 


Rive  r  -  Anchor  age ; 
Prudhoe  Bay/ Sag 
River  -  Fairbanks  *• 
Seattle  /  Tacoma; 
Fairbanks-Seattle/ 
Tacoma;  and 
Fairbanks-Kenai 

D-20955     4/28/69      Anchorage- 
Edmonton/  Calgary- 
Minne  apoli  s  /  St . 
Paul- Chicago 

D-21313      8/15/69      Las  Vegas- 
Portland/ 
Seattle 


D-21384     9/4/69        San  Francisco/ 

San  Jose /Oak land- 
T-win  Cities  via 
Denver 

D-22685    10/2  7/70     Seattle /Tacoma- 
Anchorage- 
Tokyo 

D-23441     5/27/71      Denver-Kansas 
City- Chicago 


D-24648     8/4/72         Los  Angeles/ 
Ontario/ Long 
Beach- Miami/ 
Ft.    Lauderdale 


D-25117      1/16/73      Great  Falls- Los 
Angeles /San 
Francisco 


into  Alaska        12/9/71 
Service 


Investigation, 
D-20826; 
Permission 
denied 


Dismissed 

without 

action 


Order  73-1-56 
1/18/73 


6/29/70;  Consolidated  Awaiting  date 

2/6/73     into  Reno-  for  oral 

Portland/  argument 

Seattle, 

D-21136 

Permission  Order  70-1-79 

granted  1/15/70 


DisnMssed 

without 

action 

Dismissed 

without 

action 


Order  74-7-29 
7/5/74 


Order  74-7-29 
7/5/74 


1/23/73   Consolidated     Awaiting 
into  Los  date  for 

Angeles-  oral  argument 

Miami  Case, 
D-24694 

No  action 
yet  taken 
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Date 

Date 

Date 

of 

CAB 

of 

DocHet  # 

Filed 

Route  Applied  For 

Hearing 

Action 

Decision 

D-25582 

5/31/73 

Las  Vegas- 
Albuquerque; 
Albuquerque- 
Dallas  /Ft. 
Worth 
(Ashbacker 
Doctrine) 

No  action 
yet  taken 

D-25776 

10/6/73 

San  Francisco/ 
Los  Angeles- 
La  Paz/  Mazatlan/ 
Puerto  Vallarta/ 
Guadalajara/ 

No  action 
yet  taken 

Manzanillo/ Zihuatanejo/ 

Mexico  City/Acapul 

CO 

D-25977    10/12/73 


Los  Angeles/San         6/4/74     Consolidated     Awaiting 
Francisco/San  6/11/74  into  Trans-        recommended 

Diego /Phoenix /Las    12/9/74  atlantic  Route  decision  by 


Vegas /Portland/ 
Seattle /Tacoma/ Denver/ 
Minneapolis /St.    Paul- 
Dublin/  London/Oslo/ 
Stockholm/  Copenhagen/ 
Amsterdam/Brussels/ 
Paris /Frankfurt /Munich/ 
Geneva  /  Zuri  ch  /  Li  sbon  / 
Madrid/ Milan/Rome/ Athens/ 
Cairo/Tel  Aviv 


Proceeding, 
D-25908 


Administrative 
Law  Judge 


D-26031     10/23/73 


Salt  Lake  City- 
Chicago/ 
Washington/ 
Baltimore  /New 
York/Newark; 
and  Phoenix- 
Tucson/ San 
Antonio  /  Houston 
(Ashbacker 
Doctrine) 


No  action 
yet  taken 
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Date 

Date 

Date 

of 

CAB                          of 

Docket  # 

Filed 

Route  Applied  For 

Hearing 

Action                 Decision 

D-26702 

5/13/74 

Los  Angeles/ 

No 

Consolidated 

Sam  Francisco/ 

date 

with  Las 

Las  Vegas- 
Calgary/ 

set 

Vegas- Calgary/ 
Edmonton  Route 

Edmonton 

Proceeding, 
D-27185. 
No  action  taken 
on  Los  Angeles/ 
San  Francisco- 
Alberta  Portion 

D-26703 

5/13/74 

Honolulu- 

No 

Consolidated 

Vancouver 

date 
set 

with 

Honolulu- 
Vancouver 
Route  Pro- 
ceeding, 
D-27153 

D-27123 

10/29/74 

Consolidation 
&  Realignment 
of  Routes   19, 
28,   35,   63,   and 
139 

No  action 
yet  taken 

D-27104 

10/17/74 

Portland/ 
Seattle-Ketchikan- 
Juneau/  Fairbanks 
(transfer  from 
PAA) 

12/10/74 

Pending 

23,     Are  there  routes  which  you  would  consider  entering  if  CAB  approval 
for  entering  were  not  required?    Which?    Describe  your  reasons  for 
considering  entry  to  the  extent  you  wish  to  do  so.     Does  the  CAB's  entry 
policy  inhibit  your  flying  new  routes?    If  so,   describe  how? 


At  the  present  time.   Western  is  an  applicant  for  both  domestic 
and  international  routes.     Our  decision  to  file  for  these  routes  was 
governed  solely  by  what  we  felt  made  economic  sense  given  our  route 
structure  and  capital  base.     Not  knowing  what  other  carriers  might  do 
if  Western  would  decide  to  enter  a  market  without  need  for  C.  A.  B. 
approval,  we  have  never  given  consideration  to  such  a  question.     The 
C.  A.  B.  's  entry  policy  is  based  upon  regulated  competition  under  the 
standards  of  the  Federal  Aviation  Act.     It  is  Western's  feeling  that 
these  standards  are  sound. 
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24.     Would  you     charge  lower  fares  than  those  now  being  charged  on 
any  route  if  you  were  free  to  enter  and  to  set  lower  fares? 

We  would  not  charge  lower  fares  than  those  now  being  charged, 
except  for  promotional  fares  in  selective  cases,  until  such  time  as 
Western  has  reached  and  sustained  a  satisfactory  balance  between  its 
costs  and  its  revenues  --  particularly  in  view  of  the  fact  that  the  former 
are,   and  have  been,  rising  at  a  more  rapid  rate  than  the  latter. 

2  5.     Are  you  involved  in  any  route  purchase  or  exchange  proceedings? 
Which  routes?    Involving  which  carriers?    How  much  would  you  be 
willing  to  pay  for  each  of  such  routes?    Would  fares  be  sufficient  to 
cover  purchase  costs?    In  your  view,    should  such  purchases  or  exchanges 
be  allowed  without  full  comparative  hearings? 

Western  is  involved  in  one  route  purchase  and  no  route  exchange. 
Hearings  have  just  been  concluded  on  our  route  purchase  before  a  C.  A.  B. 
Administrative  Law  Judge.     In  this  proceeding  Pan  American  and  Western 
are  asking  for  C.  A.  B.   approval  of  an  agreement  whereby  Western  is 
purchasing  Pan  American's  route  from  Seattle-Tacoma  and  Portland  to 
Fairbanks,   Alaska,   for  $400,  000.     Western  projects  a  profit  from  its 
first  year  of  operations  on  this  route.     Our  view  is  that  comparative  hearings 
are  unnecessary  under  the  circumstances  of  this  particular  route  purchase. 

26.     If  you  have  excess  capacity,   can  the  extra  planes  be  leased  or  sold 
elsewhere?    At  a  loss? 

Western  has  carefully  tailored  its  schedules  to  meet  the  traffic 
requirements  of  the  communities  it  serves  without  providing  excess 
capacity.     For  the  first  11  months  of  1974,   Western's  system  average 
passenger  load  factor  was  60.  8%;  for  calendar  1973,  it  was  57.  9%,   and  for 
calendar  1972,   it  was  58.2%. 

2  7.     Identify  any  routes  which  are  certificated  to  you  but  on  which  service 
has  been  suspended.     Do  you  have  any  present  intention  to  resume  service? 
When?    Why  were  these  services  discontinued?    Should  other  airlines  be 
given  the  option  of  flying  these  routes? 

Western's  service  has  been  suspended  at  the  following  certificated 
points:    Sheridan,   Wyoming  -    Western  requested  temporary  suspension  of 
its  service  at  Sheridan  on  Route  35  from  Rapid  City,   South  Dakota,  because 
of  insufficient  traffic  over  this  segment.     The  Board  granted  the  suspension, 
effective  April  1,    1955,  in  Order  E-8953.    In  Docket  27123,  filed  October  29, 
1974,   Western  has  requested  that  this  suspension  be  terminated.     Western 
does  not  know  if  the  suspension  will  be  lifted  by  the  Board  or  when  service 
could  thereafter  be  resumed.     West  Yellowstone,    Montana  -     Western 
was  authorized  in  Order  E-22665,  Sept.    15,    1965,  to  suspend  service  at 
West  Yellowstone  on  Route  19  from  September  to  June  of  each  annual  period. 
Western  requested  suspension  during  the  winter  months  because  traffic 
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at  this  point  is  generated  almost  exclusively  by  Yellowstone  National  Park 
which  is  closed  during  the  winter.     Moreover,   West  Yellowstone's  airport 
is  not  equipped  to  handle  flights  during  this  period.     In  view  of  lack  of 
traffic  and  of  the  airport's  incapability  for    winter  operations.   Western 
has  no    immediate  intention  to  operate  on  a  year-round  basis.     Long  Beach, 
California  -   Because  of  insufficient  traffic  and  strong  commimLty  opposition 
to  continued  operations  by  Western,   or  other  carriers.   Western  requested 
and  was  granted  authority  to  suspend  service  at  Long  Beach  on  Route  63 
for  a  period  of  three  years  in  Order  73-9-72,   effective  Sept.    18,    1973. 
Under  the  circumstances  that  necessitated  suspension.   Western  has  been 
unable  to  formulate  any  plans  for  resuming  service  at  Long  Beach. 
Juneau  and  Ketchikan,   Alaska  -    By  Order  71-12-45,   effective  February  7, 
1972,   Western  was  involuntarily  suspended  on  Route  139  at  Juneau  and 
Ketchikan  for  a  period  of  7  years,  thereby  depriving  these  commiinities  of 
competitive  air  service  over  the  Anchorage-Juneau-Ketchikan-Seattle  route. 
Western's  suspension  expires  on  February  7,    1979  and  Western  would 
reinstate  its  services  on  that  date  or  before  if  permitted  to  do  so  by  the 
Board. 

2  8.  List  your  fuel  costs,  in  absolute  terms,  and  as  a  percentage  of 
your  total  costs,  for  1972,  1973,  1974  and  projected  for  1975.  What 
has  been  the  increase  in  cost  per  gallon  during  this  period? 

Fuel  Memo  Fuel  As 


Year  Gallons       Cost  Cost  Per  Oper  Exp  %  of 

(OOP's)      Gallon  (OOO's)  Oper  Exp 

1972  318,077    $40,137         12.6^  $342,056  11.7% 

1973  335.776      44,510         13.  3(?  374,594  11.9% 

1974  -  Est.  307,800       72,700         23.  6(?  16.2% 

1975  -  Est.  307,000      84,425         27.5^  17.7% 

29.  If  you  now  serve  the  North  Atlantic,   provide  the  details  of  your 
costs,  revenues  and  profits  for  any  such  service  for  the  years  from  1970 
through  the  present.     What  course  of  action  will  you  follow  if  the 
government  provides  no  relief  in  the  form  of  subsidy  or  otherwise  to 
alleviate  current  losses  over  these  routes?    If  you  do  not  now  provide 
North  Atlantic  service,   would  you  do  so  if  entry  were  not  regulated? 

Not  applicable.     Western  has  no  route  authority  over  the 
North  Atlantic. 

30.  Compare  your  costs  in  the  North  Atlantic  market  with  those  on 
San  Francisco/New  York  and  New  York/ Los  Angeles  routes.     Explain 
the  difference. 

Not  applicable.     See  question  No.   29. 
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31.  If  the  CAB  certificated  a  number  of  new  trunk  carriers  over  dense 
traffic  routes,   what  effect  would  such  certification  have  on  the  industry? 
On  your  company? 

While  Western  is  accustomed  to  competing  with  larger  carriers 
over  most  of  its  major  routes,  it  has  remained  successful  through  major 
efforts  in  establishing  and  maintaining  market  identity  and  good  service. 
If  the  C.  A.  B.  were  to  certificate  "a  number  of  new  trunk  carriers  over 
dense  traffic  routes"  it  is  not  at  all  clear  that  Western  would  have  the 
economic  strength  to  maintain  its  position  in  all  of  those  markets  it  now 
relies  upon  to  keep  it  profitable. 

32.  What  would  the  effect  of  a  "permissive"  entry  poUcy  be  upon  the 
behavior  of  carriers  in  the  industry? 

The  answer  to  this  is  not  forthcoming  since  "permissive" 
entry  is  not  defined  and  the  behavior  of  carriers  in  the  industry  is  pure 
speculation. 

33.  If  you  serve  markets  entirely  within  California  or  entirely  within 
Texas,  have  your  flights  within  those  states  been  profitable?    Have  they 
been  profitable  on  a  fully  allocated  cost  basis?    On  a  DOC  basis  (per 
CAB)?    On  an  incremental  cost  basis?    What  do  you  include  in  incremental 
costs?    Have  you  met  the  fares  charged  by  PSA  and  SWA? 

Western  serves  markets  entirely  within  California,  but  many  of 
these  markets  are  served  by  flights  which  originate  and/or  terminate  at 
cities  outside  California.     Most  flights  between  California  cities  carry  both 
interstate  and  intrastate  passengers,   and  fares  for  the  intrastate  passengers 
are  subject  to  regulation  by  the  California  Public  Utilities  Commission. 
In  those  markets  within  California  where  Western  competes  with  PSA  or 
Air  California,   Western  has  met  the  intrastate  fares  charged  by  PSA  or 
Air  California.     The  level  of  PSA's  fares  has  also  been  a  determining 
factor  in  the  establishing  of  fare  levels  between  other  California  cities 
served  by  Western  (but  not  also  served  by  PSA  or  Air  California)  since 
the  California  Public  Utilities  Commission  generally  considers  PSA  to  be 
the  rate  setting  carrier  in  California. 

Data  submitted  to  support  applications  made  to  the  California 
Public  Utilities  Commission  for  intrastate  fare  increases  indicate  that 
Western's  flights  between  cities  within  California  have  not  been  profitable 
on  a  fully  allocated  cost  basis.     Revenues  from  these  flights  have  covered 
DOC  (Direct  Aircraft  Operating  Costs),  but  these  costs  represent  less 
than  one-half  of  the  fully  allocated  costs.     Revenues  from  these  flights 
have  also  exceeded  their  incremental  costs  (where  incremental  costs  are 
defined  as  variable  or  added  costs). 
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34.     How  do  you  decide  how  much  capacity  to  offer  in  a  market?    What 
frequency  of  service  to  offer?    Which  markets  to  promote  heavily? 
Who  makes  these  decisions? 

We  study  the  existing  traffic  flow,   and  assess  the  potential 
for  future  development.     We  provide  capacity  sufficient  to  accommodate 
present  demand  and  allow  for  a  reasonable  level  of  future  growth.     The 
question  of  capacity  and  frequency  in  individual  markets  is  a  constant 
and  continuing  study  of  the  efficient  management  of  Western  Airlines. 
All  markets,    segments,  routes,   and  regions  are  being  constantly  examined 
to  determine  if  the  capacity  and  frequency  being  offered  both  serves  the 
traveling  public  and  maintains  Western  Airlines  as  a  profitable  corporation. 
Excessive  capacity  and  excessive  frequency  makes  unprofitable  flights; 
while  insufficient  capacity  or  insufficient  frequency  creates  customer 
ill  will,   which  results  in  loss  of  traffic. 

Our  foremost  concern  is  to  provide  a  frequency  of  service  that 
will  meet  the  community's  needs,   consistent  with  good  judgment  in  our 
overall  schedule  pattern,   and  an  efficient  and  economical  operation.     We 
monitor  this  frequency  periodically  to  ensure  that  we  are  providing  an 
adequate  number  of  seats  to  properly  meet  the  community's  requirements 
and  provide  for  reasonable  growth.     Extensive  records  are  maintained  of 
segments  and  markets  showing  the  seat  miles  produced  and  the  seat  miles 
sold  so  that  seasonal  fluctuation,   as  well  as  market  trends,   can  be  followed. 
Expenses  and  revenue  are  monitored  to  determine  where  inefficiencies  in 
our  operation  may  be  occurring.     Fleet  and  crew  utilization  is  monitored 
to  determine  that  the  highest  possible  degree  of  efficiency  be  maintained. 

We  promote  most  heavily  those  markets  which  we  believe  offer 
the  greatest  potential  for  growth,  and  which  we  believe  will  be  the  most 
responsive  to  market  developm.ent. 

All  divisions  of  the  corporation  are  involved  in  varying  degrees 
with  the  question  of  capacity  and  frequency.     Manpower,  not  only  in  crews, 
but  also  ground  service  and  maintenance,   are  affected  by  capacity  and 
frequency.     Advance  planning  is  necessary  in  order  that  trained  personnel 
is  available  when  and  where  needed,  but  also  to  prevent  excessive  training 
and  payroll  costs  for  unnecessary  or  unproductive  manpower. 

Since  these  decisions  affect  the  total  health  of  the  corporation, 
the  authority  and  responsibility  rests  with  senior  management  of  the 
corporation  and  require  the  cooperative  support  by  all  the  divisions  they 
represent. 
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35.  How  many  different  classifications  of  inflight  service  do  you 
provide?     (How  many  different  sorts  of,   e.g.,  first  class  service? 
How  many  different  sorts  of  economy  service,  etc.  ?) 

First  Class  -    Islander  Service  to  Hawaii 
~  Fiesta  Service  to  Mexico 

Royal  Canadian  to  Vancouver 

Coach  Class  -    Islander  Service  to  Hawaii 
Fiesta  Service  to  Mexico 
Royal  Canadian  Service  to  Vancouver 
*  Champagne  flights  on  every  segment 

Economy  Service  -  to  Hawaii 

36,  How  do  you  decide  on  which  routes  and  which  flights  to  offer  a 
particular  classification  of  inflight  service?    Who  makes  these  decisions? 

The  time  of  day  determines  whether  a  meal  service  should  be 
considered.     Then  the  period  of  time  allowed  inflight  determines  which 
type  of  service  would  be  feasible.     Historical  files  are  then  checked  on 
the  service  offered  by  our  competition. 

The  final  recommendation  for  service  is  then  made  by  Inflight 
Service  to  the  Marketing  Staff. 

37.  Could  you  operate  as  efficiently  as  you  do  now  if  yovu-  airline  were 
twice  its  present  size?    Half  its  present  size? 

a.  With  respect  to  fleet  size? 

b.  With  respect  to  RPM's 

c.  With  respect  to  passengers  enplaned? 

To  assume  that  Western  were  twice  its  present  size  or  one 
half  its  present  size  would  also  require  the  assumption  that  the  present 
route  system  would  be  changed  accordingly.     With  these  assumptions 
and  Western's  present  management  policies,  it  must  then  be  assumed 
that  operations  could  be  conducted  as  efficiently  as  now. 

38.  In  what  ways  and  to  what  extent  do    a)  CAB  reporting  requirements, 
b)  CAB  ticketing  requirements,     c)  other  CAB  requirements  impose  costs 
on  your  operations?    (e.g. ,  preventing  simplified  passenger  handling  or 
accounting  procedures)? 

Airlines  must  maintain  their  records  in  accordance  with  the 
Uniform  System  of  Accounts  and  Reports  for  Certificated  Air  Carriers 
promulgated  by  the  Civil  Aeronautics  Board  and  must  submit  periodic 
financial  reports  to  the  Board  on  prescribed  forms  making  up  the  CAB 
Form  41,     Should  the  airlines  not  be  reqmred  to  so  accovint  and  report, 
costs  would  not  be  reduced  significantly.     There  is  no  major  conflict 
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between  accounting  and  reporting  for  C.  A.  B.  purposes  and  reporting  to 
the  Securities  and  Exchange  Commission  and  to  the  public.     In  short,  the 
prescribed  Uniform  System  of  Accounts  and  Reports  conforms  with  generally 
accepted  accounting  principles. 

The  ticketing  practices  of  the  airlines  had  their  origin  prior  to 
the  beginning  of  the  Civil  Aeronautics  Board.     These  practices  have  been 
developed  jointly  with  other  carriers  and  for  the  most  part  the  C.A.  B. 
imposes  no  ticketing  requirements  that  are  burdensome. 

39.  Which  CAB  practices  or  procedures  do  you  believe  to  be  the 
most  burdensome  or  least  efficient?  What  recommendations  for 
changes  would  you  make? 

What  is  most  burdensome  and  least  efficient,   although  necessary, 
is  the  regulatory  process  itself  when  it  is  applied  to  such  highly  technical 
matters  as  accounting  and  reporting.     This  regulatory  process  encompasses 
public  and  private  agencies  other  than  the  C.A.  B. ,   such  as  the  SEC  and 
the  Financial  Accounting  Standards  Board.     The  problems  facing  these 
agencies  are  complex  and  tax  the  capacity  of  the  C.  A,  B.   staff  and  of  the 
accountants  of  the  industry.     The  C.A.B.    should  establish  some  general 
policies  directing  the  further  evolution  of  accounting  and  reporting  by  the 
airlines  as  opposed  to  the  present  case-by-case  approach.     For  instance, 
there  are  now  before  the  industry  proposals  or  recommendations  by  the 
C.A.B.  and  the  C.A.B.   staff  to: 

-  Revamp  the  entire  expense  accounting  portion  of  the  C.A.B. 
manual  in  order  to  refine  product  line  costing.     The  proposal  has  many 
unanswered  questions,   one  of  which  is  whether  or  not  the  C.A.B.  wants 
to  or  is  entitled  to  prescribe  generally  accepted  bases  of  allocations. 

-  Require  reporting  of  passenger  revenue  by  airline  flights, 
markets,  fare  categories,   etc. ,  to  such  detail  that  the  staff  may  be 
tempted  to  preempt  management's  prerogative  to  schedule  aircraft  within 
markets  and  may  permit  the  massing  at  one  point  proprietary  information 
of  each  airline  that  could  be  damaging  if  leaked  to  competitors. 

-  Require  the  reporting  of  payroll  and  work  force  data  which  is 
not  collected  by  many  of  the  airlines'  accounting  systems  and  which  appear 
to  be  beyond  the  usefulness  of  the  C.  A.  B.  in  its  regulatory  requirements. 

-  Proposes  to  require  leases  be  capitalized  on  reports  submitted 
to  the  C.A.  B,  when  such  capitalization  cannot  be  used  for  rate-making 
purposes  and  may  be  in  conflict  with  the  forthcoming  pronouncements  of 
the  Financial  Accounting  Standards  Board. 

In  addition,   the  C.  A.  B.  's  practice  of  regulating  fares  for  the 
48  contiguous  states,   Hawaii,   and  Alaska  separately  while  at  the  same 
time  requiring  reports  on  the  50-state  domestic  entity  concept  is  inefficient 
and  confusing. 
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The  Board  should: 


1.  Establish  a  policy  as  to  the  purpose  of  reporting  on 
CAB  Form  41;  whether  for  C.  A.  B,  regulatory  purposes  or  for  use  of 

other  regulatory  agencies,  financial  analysts,   investors,   and  other  members 
of  the  public. 

2.  Review  and  set  a  policy  as  to  the  level  of  detail  that 
should  be  routinely  reported  to  the  Board.     Other  data  can  be  supplied 
when  requested. 

3.  Establish  a  policy,   as  did  the  Securities  and  Exchange 
Commission,  that  the  pronouncements  of  the  Financial  Accounting 
Standards  Board  should  apply  generally  to  the  airlines  unless  the  staff 
can  establish  that  for  reasons  peculiar  to  the  airline  industry  such  would 
not  be  in  the  public  interest. 

40,  How  much  money  have  you  spent  each  year  for  the  last  five  years 
on  salaries,  fees  (including  attorneys  fees)  and  other  costs  related  to 
CAB  proceedings?    How  much  money  have  you  spent  that  is  in  any  way 
attributable  to  Congressional  lobbying? 

Most  of  Western's  work  in  connection  with  regulatory 
proceedings  before  the  Civil  Aeronautics  Board  and  the  California 
Public  Utilities  Commission  is  done  by  attorneys  and  economists 
employed  by  Western  Air  Lanes.     No  allocation  of  the  salaries  of 
such  employees  between  regulatory  proceedings  work  and  other 
worlc  is  available.     From  time  to  time.   Western  retains  outside 
counsel  and /or  experts  in  connection  with  particular  proceedings 
before  the  C.  A.  B,   or  the  PUC.     During  the  last  five  years. 
Western  spent  a  total  of  $133,  057  for  such  outside  services. 
Western  has  incurred  no  expenses  of  any  kind  attributable  to 
Congressional  lobbying. 

41.  What  was  the  total  number  of  passengers  enplaned?     1972-October  1, 
1974? 


1974: 


Western's  total  number  of  passengers  enplaned  1972-October, 


Calendar  1972  7,442,493 

Calendar  1973  7.  907, 162 

January  1  -  October  1,  1974          6,  147,  588 

Total  21,497,243 
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42.     What  was  the  total  number  of  flights  scheduled  to  operate?     1972- 
October  1,    1974? 

Western's  total  number  of  flights  (departures)  scheduled  to 
operate  1972  -  October  1,    1974: 


Calendar  1972 
Calendar  1973 
January  1  -  October  1, 

Total 


43.     What  was  the  total  number  of 
October  1,    1974? 

Western's  total  number 
1972  -  October  1,    1974: 


156,790 

160,864 

1974    109,707 

427,361 

flights  actually  operated?     1972  - 

of  flights  (departures  actually  operated) 


Calendar  1972 
Calendar  1973 
January  1  -  October  1, 

Total 


1974 


Scheduled 
Departures 
Performed 

153,294 
158,540 
108,790 

420.624 


Scheduled  Plus 
Extra  Section 
Departures 
Performed 

155,528 
159,671 
110,273 

425.472 


44.  How  many  persons  with  the  primary  duty  of  investigation  or  handling 
consumer  problems  did  you  employ?     1972 -October  1,    1974? 

Nine  people  in  1972,    1973  and  1974.     The  staff  has  not 
been  increased. 

45.  What  was  the  total  number  of  comments  recorded?     1972 -October  1, 
1974? 

56,349         (1972  -  16,568 

1973  -  18.774 

1974  tol  Nov-    9,970) 

46.  How  many  of  these  comments  were  complaints? 

24.881  (1972  -  5,400 

1973  -  9,511 
1974  to  1  Nov.     -  9,970) 


1821 


47.  What  was  the  budget  for  customer  relations/consumer  affairs 
activities  (excluding  the  amount  paid  for  claims)?     1972  -  October  1,    1974? 

$208, 146  (1972  -  $64, 166 

1973  -  $73,980 
1974  to  1  Nov.    -$70,000.     These  figures  exclude  labor). 

48.  What  was  the  total  amount  of  claims  or  other  monetary  settlement  paid? 
1972  -  October  1,    1974? 

$3,636,277  (including  baggage  claims). 

(1972  -  $1,  119,378 
1973  -  $1,  109,829 
1974  to  1  Nov.     -$1,407,070) 

49.  What  percentage  of  the  complaints  received  requested  some  form  of 
monetary  reimbursement?     1972  -  October  1,    1974? 

Baggage  -  100% 

Other  -  30%  (estimated) 

50.  What  percentage  of  complaints  were  settled  with  some  form  of 
monetary  reimbursement?     1972  -  October  1,    1974? 

Baggage  -  100% 

Other  -  25%  (estimated) 

51.  Under  what  circumstances  will  the  carrier  waive  the  tariffs  in  order 
to  settle  complaints  from  mishandled  passengers? 

None. 

52.  When  a  complaint  is  received,  what  measures  are  taken  to  prevent 
recurrences? 

Restraining,   study  and  consideration  of  the  problem, 
dissemination  of  investigation  information,   disciplinary  action,   analysis. 

53.  List  the  two  or  three  airline  practices  that  are  most  frequently  the 
subject  of  passenger  complaints.     Please  submit  your  manuals  or  sets  of 
instructions  related  to  dealing  with  passenger  complaints. 

At  Western  Airlines: 

1.  Customer  service 

2.  Food  and  beverages 

3.  Flight  attendants 

For  manuals  relating  to  passenger  complaints,   see  question 
No.    100  (b  &  c). 
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54.  How  many  pieces  of  luggage  were  mishandled?     1972 -October  1,    1974? 

109,  000  baggage  mishandlings 

55.  How  many  were  lost?     1972 -October  1,    1974? 

Unknown/included  in  question  No.   54. 

56.  How  many  were  delayed?     1972-October  1,    1974. 

Unknown /included  in  question  No.   54. 

57.  How  many  were  damaged?     1972-October  1,    1974. 

19,690 

58.  How  many  were  pi Iferred?     1972-October  1,    1974. 

Unknown /included  in  question  No.   54. 

59.  What  was  the  total  amount  spent  to  settle  claims  for  mishandled 
luggage?     1972-October  1,    1974. 

$2,815,462, 

60.  What  was  the  total  amount  spent  to  pay  claims  for  lost  luggage? 
1972-October  1,    1974. 

$1,485,  107.37 

61.  What  was  the  total  amount  spent  to  pay  claims  for  damaged  luggage? 
1972-October  1,    1974. 

This  is  included  in  question  No.   59  which  is  part  of 
Account  05810.     The  records  do  not  show  a  breakdown  of  losses  requested. 

62.  What  was  the  total  amount  spent  to  repair  damaged  luggage?     1972- 
October  1,    1974. 

This  is  included  in  question  No.   59  which  is  part  of  Account 
05810.     The  records  do  not  show  a  breakdown  of  losses  requested, 

63.  What  was  the  total  amotint  spent  to  pay  pilferrage  claims?     1972- 
October  1,    1974. 

This  is  included  in  question  No.   59  which  is  part  of 
Account  05810.     The  records  do  not  show  a  breakdown  of  losses 
requested. 
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64.  What  was  the  total  amount  spent  to  pay  claims  for  delayed  bags? 
1972-October  1,    1974. 

$141,568. 

65.  What  was  the  total  cost  of  delivering  delayed  bags  to  passengers? 
1972-October  1,    1974. 

$592,006. 

66.  What  percentage  of  the  number  of  claims  received  exceeded  the 
maximum  liability  limits  specified  in  the  tariffs?     1972-October  1,    1972. 

We  do  not  record  this  information. 

67.  How  many  claims  were  denied  because  the  baggage  or  its  contents 
was  unacceptable ?     1972-October  1,    1974. 

We  do  not  record  this  information. 

68.  What  percentage  of  claims  were  paid  in  full?     1972-October  1,    1974. 

We  do  not  record  this  inform.ation. 

69.  What  percentage  of  claims  were  denied  completely?     1972- 
October  1,    1974. 

We  do  not  record  this  information. 

70.  State  the  carrier's  policy  regarding  proof  of  ownership  of  passengers' 
luggage  and  its  contents.     Subrait  any  written  notice  which  is  given  to 
passengers  explaining  this  poUcy  prior  to  checking  in  luggage. 

Claim  check  and  ticket/do  not  give  written  explanation 
of  policy  to  passengers. 

71.  List  specifically  carrier's  criteria  for  the  acceptability  of  checked 
luggage.     Submit  any  written  notice  which  is  given  to  passengers  explaining 
this  policy  prior  to  the  checking  of  luggage. 

Copy  of  Chapter  9  of  Passenger  Manual  is  attached/do  not 
give  written  explanation  of  this  policy.     (See  Appendix  C) 

72.  What  security  measures  are  taken  at  airport  baggage  claim  areas 
to  prevent  baggage  theft? 

Outside  guard  service  is  contracted  for  when  WAL  employees 
are  not  available.     Baggage  is  checked  only  at  stations  and  times  deemed 
to  be  required. 
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73.  What  are  the  procedures  for  the  processing  of  claims  regarding 
pilferage  from  a  passenger's  rhecked  bag? 

Most  pilferage  claims  are  reported  by  phone.     At  that  time, 
a  report  is  completed.     We  then  mail  passenger  claim  forms  and  provide 
our  Security  Dept.  all  information.     Upon  receipt  of  completed  forms 
from  the  passenger,  further  investigation  is  conducted  if  deemed  appropriate 
by  our  Security  Dept. 

74.  What  is  the  average  length  of  time  required  to  settle  a  claim  for  lost 
or  pilferred  baggage? 

30  days. 

75.  What  are  the  procedures  regarding  the  investigation  of  the  validity 
of  a  claim? 

If  the  claim  appears  suspect,  the  matter  is  referred  to  our 
Security  Dept.  who,  in  turn,   reviews  the  claim  with  the  passenger. 

76.  What  is  the  procedure  used  by  the  reservations  staff  to  confirm 
requests  for  seats  during  periods  when  the  computers  are  down? 

A  sumary  of  restrictions  on  all  fUghts  for  the  following 
seven  days  is  obtained  from  the  computer  routinely  each  morning  and 
used  as  a  basis  for  confirming  or  denying  reservations  when  the  computer 
is  down.     Transactions  are  meshed  in  a  normal  manner  when  the  computer 
is  again  functioning.     The  only  exceptions  relate  to  known  high-volume 
segments  or  dates,  in  which  case  the  customer  is  listed  only  and  called 
back  when  the  computer  is  again  functioning. 

77.  What  procedures  are  taken  by  the  accounting  staff  to  check  the 
accuracy  of  rate  computations  and  to  refund  any  applicable  overchages 
to  passengers? 

The  Revenue  Accounting  Department  (Sales  Audit  Section) 
routinely  audits  tickets  to  check  the  accuracy  of  the  rate  computations. 
Quality  control  and  statistical  sampling  procedures  are  used  to  measure 
performance  of  ticketing  and  provide  feedback  to  the  selling  locations. 

On  tickets  paid  by  cash  and  issued  by  WAL  ticket  offices, 
information  on  overcharges  and  undercharges  is  forwarded  to  the  attention 
of  the  local  supervisor  for  review  with  his  staff  and  where  possible  with 
the  passenger.     The  address  and/or  telephone  number  is  not  always  avail- 
able on  such  transactions.     However,  if  the  customer  can  be  located,  he 
will  be  given  a  refund  in  event  of  overcharge. 

On  credit  card  sales  by  WAL  ticket  offices,  we  adjust  the  universal 
credit  card  charge  form  downward  to  the  correct  amount  if  an  overcharge 
has  been  noted  --  this  way  the  customer  does  not  have  to  pay  the  overcharge 
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amount.     As  with  cash  sales  a  notice  is  sent  to  the  local  supervisor  for 
training  review  with  the  agent  that  did  the  ticketing.     The  WAL  error  notices 
are  reviewed  by  local  trainers  and  where  the  type  and  frequency  warrants, 
same  is  noted  in  system-wide  training  bulletins. 

On  travel  agency  sales,   any  overcharge  of  the  fare  results  in  the 
Refund  Department  processing  a  refimd  check  to  the  passenger  in  care  of 
the  travel  agency.     Similarly,   on  an  agency  credit  card  sale,  we  reduce 
the  universal  credit  card  charge  form  downward  to  the  current  amount  — 
this  way  the  customer  does  not  have  to  pay  the  overcharge  amount. 

78.  What  is  the  average  lapse  of  time  required  to  process  refiuids  on 
unused  tickets,   or  to  refund  fare  adjustments  on  partially  used  tickets? 

Approximately  75%  of  applications  for  refunds  on  unused  tickets 
or  fare  adjustments  on  partially  used  tickets  are  completed  within  a  10-day 
period.     We  encourage  on-the-spot  refunding  in  the  field  in  those  instances 
where  tickets  were  paid  by  cash  or  check.     Cleiims  for  refunds  or  credits 
for  tickets  purchased  voider  commercial  credit  cards  are  processed  to 
the  card  companies  by  the  Refunds  Section  of  the  Revenue  Accounting 
Department  within  approximately  three  weeks. 

By  means  of  several  changes  in  procedure  we  have  within  the 
past  year  reduced  processing  time  and  our  position  is  advanced  from 
that  reported  in  response  to  CAB  Bureau  of  Enforcement  November  20, 
1973  inquiry  to  air  carriers. 

As  concerns  commercial  credit  card  companies  whose  cards 
we  accept,   WAL  was  represented  with  a  number  of  other  carriers  at  an 
American  Express  Company  Refund  Seminar  this  year  in  Phoenix,   Arizona, 
to  promulgate  ways  and  means  of  expediting  credits.     We  are  currently 
investigating  a  procedure  with  that  company  to  forward  some  credits 
directly  to  them  from  our  field  offices,  avoiding  thereby  the  additional 
time  consumed  in  relaying  through  the  Revenue  Accounting  Department. 

We  are  also  looking  at  the  possibility  of  providing  magnetic 
tape  input  where  feasible  to  commercial  credit  card  companies  whose 
cards  we  accept  to  expedite  credits  to  customer  accounts. 

Exhibit  78  A  hereto  is  the  November  1974  Training  Topic  by 
WAL  Training  Systems  Development  Department  on  the  subject  of  Ticket 
Refvinds  —  for  the  purpose  of  providing  high-level  customer  service. 
(See  Appendix  D) 

79.  What  percentage  of  passengers  made  arrangements  for  such 
services  as  car  rentals  or  hotels  through  the  carrier's  reservations 
offices?    What  is  the  cost  to  the  carrier  of  providing  such  services? 

Car  rentals  and  limited  hotel  bookings  are  handled  but 
statistics  are  not  available  as  to  percentages  or  to  the  cost  of  offering 
such  services. 
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80.  What  are  the  procedures  for  notifying  passengers  of  schedule 
changes?    Is  automatic  protection  offered  to  the  affected  passengers 
on  all  flights  which  are  cancelled  as  the  i  v,sult  of  a  schedule  change? 

When  schedule  changes  are  entered  into  the  computer,  passengers 
affected  are  automatically  protected.     If  the  booking  was  made  by  a  high- 
volume  travel  agent,  he  is  notified  by  mail  of  changes  to  client's  schedules 
and  he  handles  direct.     If  the  booking  was  made  by  another  carrier,  that 
carrier  is  notified  by  a  teletype  message  generated  by  the  computer.     All 
other  passengers  are  notified  by  telephone  call. 

81.  What  is  the  carrier's  policy  regarding  the  replacement  of  lost  or 
stolen  tickets?  What  is  the  policy  regarding  the  refund  of  such  a  lost 
or  stolen  ticket? 

Special  procedures  have  been  established  on  a  provisional 
basis  for  the  replacement  of  lost  or  stolen  WAL  tickets,  if  the  passenger 
is  without  funds  to  purchase  a  replacement  ticket.     Refund  of  lost  or 
stolen  WAL  tickets  will  not  be  made  in  less  than  four  months  from  date 
of  receipt  of  the  application,  except  for  tickets  pvurchased  under  the 
Universal  Air  Travel  Plan,  whereby  refund  will  be  made  after  proof  of 
purchase. 

The  basic  policy  regarding  the  refunding  of  lost  tickets  by 
WAL  is  covered  in  Rule  395  (C)  of  the  Local  and  Joint  Passenger  Rules 
Tariff  PR-6,   CAB  142.    (Attached).    (See  Appendix  E) 

82.  What  was  the  cost  to  the  carrier  during  each  of  the  past  three  years 
for  the  establishment,   maintenance  and  personnel  for  any  club  or  VIP 
lounges? 

Direct  costs  for  operation  of  twelve  Horizon  Clubs  (open 
membership,  tariff  on  file)  during  1972,    1973  and  1974,   to  date  follows: 

1972  -     809,  137.88 

1973  -     870,337.00 

1974  (9  months)  -  547,  275.  00 
(annuaUzed)-  729,700.00 

83.  How  many  passengers  were  denied  boarding  on  flights  for  which 
they  had  confirmed  reservations  or  valid  tickets  (includes  no  recs) 
1972  -  October  1,    1974? 


1972  - 

18, 

081 

1973  - 

27, 

101 

1974  - 

14, 

957 

Total  60,  139 
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84.     How  many  of  these  passengers  were  eligible  for  DBC?     1972 
October  1,    1974? 


1972  - 

1 

834 

1973  - 

2 

486 

1974  - 

2, 

336 

Total  6. 656 

85.  How  many  of  these  passengers  were  not  eligible  for  DBC  because 
of  equipment  substitutions?     1972  -  October  1.    1974? 

1972  -   271 

1973  -   198 

1974  -   310 

Total     779 

86.  Government  requisition  of  space?     1972  -  October  1,    1974? 


1972  - 

-0- 

1973  - 

-1- 

1974  - 

-0- 

Total  1 

87.  Failure  to  meet  check  in  or  ticketing  requirements?     1972  - 
October  1,    1974? 

No  statistics  maintained. 

88.  Carrier  was  able  to  rebook  them  on  a  flight  scheduled  to  arrive 
within  two  hours  of  original  fUght?     1972  -  October  1,    1974? 

1972  -        3,  105 

1973  -        4,866 

1974  -        3, 979 

Total         11.950 

89.  What  was  the  total  amoimt  spent  to  pay  DBC  to  passengers? 
1972  -  October  1,    1974? 

1972  -   $123,850.60 

1973  -    145,364.50 

1974  -    171,433.46 


Total  $440,648.56 
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90.  What  percentage  of  passengers  with  conditional  reservations  were 
upgraded  to  first  class  on  the  original  flight?     1972  -  October  1,    1974? 

N/A    (no  conditional  reservations  policy) 

91.  What  percentage  of  passengers  with  conditional  reservations  were 
unable  to  board  their  original  flight?     1972  -  October  1,    1974? 

N/A    (no  conditional  reservations  policy) 

92.  Does  the  carrier  offer  conditional  reservations,   such  as  "leisure 
class"? 

No. 

93.  If  a  passenger  holds  a  ticket  with  an  "ok"  status  and  the  carrier  has 
no  record  of  the  reservation,  what  procedure  is  followed  in  an  oversale 
situation?    How  is  such  a  passenger's  boarding  priority  affected?    Is 
denied  boarding  compensation  offered? 

Passenger  with  "ok"  ticket  but  no  record  of  reservation    is 
booked  if  space  available,   or  checked  in  if  it  is  expected  we  will  have 
space.    Otherwise  he  is  put  on  a  priority  standby  list  with  an  oversale, 
and  paid  DBC  if  unaccommodated. 


94.  Describe  the  procedures  followed  for  dealing  with  bumping.     Enclose 
copies  of  any  manuals  or  the  sets  of  instructions  directed  to  employees 
dealing  with  (a)  bumping  procedures,    (b)  procedures  for  dealing  with 
bumping  complaints,   (c)  priorities  set  in  determining  whom  to  bump. 

Answered  in  response  to  question  No,   100. 

95.  How  many  com.plaints  were  received  regarding  schedule 
irregularities?     1972  -  October  1,    1974? 

1,861  (1972  -  328 

1973  -  729 
1974  to  1  Nov.  -  804) 


96.     What  was  the  cost  of  providing  amenities  to  delayed  passengers 
(food,  hotels,   etc.)?     1972  -October  1,    1974? 

1972  -  638,623 

1973  -  593,571 

1974  (9  months)  -  618,  501 

Total  $1,850,695 
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97.  What  is  the  procedure  for  getting  flight  status  information  from 
aircraft,  to  operations,  to  computer,  to  reservations  and  other  personnel 
responsible  for  giving  flight  information  to  the  public? 

Flight  status  information  is  distributed  as  follows: 

From  aircraft  to  Operations  via  radio. 

From  Operations  to  Reservations  and  Passenger  Service  via 
computer  and  teletype. 

From  Passenger  Service  to  terminal  via  digital  computer  and 
TV  monitor,   at  major  locations. 

Via  manually-posted  flight  information  boards  at  smaller 
locations. 

98.  What  is  the  procedure  for  notifying  delayed  passengers  of  availability 
of  amenities? 

Delayed  passengers  are  advised  of  avcdlable  amenities  by 
the  personnel  handling  the  fUghts  involved  and  arranging  alternate 
transportation.     This  information  is  also  available  in  published  tariffs, 

99.  List  the  steps  taken  by  your  airline  in  the  last  two  years  to  simplify 
tariff  construction  and  to  protect  the  consumer  against  overcharges. 
(Note  that  Consumers  Union  reported  in  a  recent  survey  that  because  of 
tariff  complexities  consumers  are  often  overcharged.     What  steps  has 
your  airUne  taken  since  the  publication  of  that  survey  to  prevent  over- 
charges?) 

Western  has  taken  the  following  steps  to  prevent  overcharges: 

1.  Implemented  a  computerized  fare  quotation  system  capable 
of  storing  and  quoting  fares  for  local  and  joint  transportation  via  Western 
and  21  other  carriers.     Western's  customer  contact  personnel  have  instant 
access  to  such  information  by  means  of  the  same  agent  sets  which  are 
used  for  reservations  purposes. 

2.  Intensified  and  continued  field  tariff  training  which  is 
conducted  locally  on  a  recurring  basis  by  a  management  representative 
of  the  company's  Pricing  Department,  for  senior  field  personnel  (who  in 
turn  conduct  training  for  other  local  tariff  users)  and  for  travel  agents. 

3.  Maintained  a  program  for  prompt  advice  to  field  personnel 
and  travel  agents  of  pending  and  approved  tariff  changes  by  teletypes  and 
by  bulletins. 
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4.  Maintained  and  strengthened  a  unique  Regional  Tariff 
Coordinator  program.     There  is  a  Regio    >l  Tariff  Coordinator  in  each 
of  nine  major  regions  on  Western's  systcui  who  is  a  highly  trained  tariff 
expert  and  serves  as  the  direct  Unk,  virtually  on  a  daily  basis,  between 
the  Pricing  Department  and  the  field  personnel  in  each  of  the  regions  for 
the  purpose  of  obtaining  and  receiving  tariff  interpretations,   advance 
information,   and  guidance  in  the  proper  application  of  our  tariffs. 

5.  Worked  toward  implementation  of  high  speed  ticketing 
machines  that  will  be  used  in  conjvinction  with  the  fare  quotation  system 
in  order  to  establish  a  fully  automated  fare  determination  and  ticketing 
system.     This  system  will  greatly  enhance  the  speed  and  accuracy  of 
pricing  and  ticketing  for  simple  and  complicated  local  or  joint  airline 
itineraries. 

Western  has  taken  or  is  presently  working  on  the  following  steps 
to  simplify  tariff  construction: 

1.  Western  has  been  a  strong  supporter  of  current  industry 
efforts  to  re-write  and  simplify  tariff  rules  --  especially  those  relating 
to  fare  construction. 

2.  Western  has  published  many  specific  fares  which  were 
previously  constructed  by  rule  --  thus  making  the  application  of  these 
fares  much  simplier. 

100.     Could  you  please  send  us  copies  of  the  following  documents: 

a.  Customer  relations  manuals  or  other  reference  materials 
used  by  customer  relations /consumer  affairs  dealing  with  the  company's 
reimbursement  policies  and  claims  settlement  procedures,  which  have 
been  in  use  at  any  period  during  the  last  five  years. 

Photostat  of  Western  Airlines  Passenger  Manual  Section  16  - 
Consumer  Affairs  Activities  (copy  enclosed). 

b.  Boarding  priorities  for  flights  that  are  overbooked  or 
oversold. 

Western  Airlines  Passenger  Manual  Section  13.2.  3  -  Oversales, 
Removals  and  Denied  Boarding  Compensation  (copy  enclosed). 

c.  Copies  of  any  printed  material  that  is  given  to  passengers 
to  explain  any  airline  procedures,  baggage  liability,   check-in  procedures, 
time  Umit  requirements,  baggage  acceptability,  amenities,   or  any  other 
information  dealing  with  potential  problem  areas. 

Copy  of  Form  No.   SP-413  -  Notice  of  Denied  Boarding 
Compensation. 
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Photostatic  of  back  section  of  ticket  envelope  provided  each 
passenger. 

Photostatic  copy  of  the  back  of  ticket  entitled  "Conditions  of 
contract.  "    This  appears  on  every  ticket  purchased  by  a  passenger. 

Photostatic  copy  of  page  from  system  timetable  which  appears 
with  each  printing. 

d.  Curriculum  for  training  programs  of  reservations  and  ticket 
agents,  baggage  handlers,  flight  attendants,   consumer  affairs,   customer 
relations  and  gate  agents.     Include  grooming  standards  or  appearance 
guidelines  for  male  and  female  customer  contact  employees. 

e.  All  in-house  manuals  and  other  training  materials  used 
to  guide  or  train  agents  who  handle  small  claims  on  a  local  basis. 

f .  Training  materials  used  to  explain  tariff  interpretation  and 
use  to  reservations  and  ticket  agents. 

(See  Appendix  F) 
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WESTERN  AIR  UNES.  INC.  Appendix  C 

PASSENGER  MANUAL 


9     BAGGAGE 


9.  I       GENERAL  RULES 

9. 1. 1       Conditions  of  Acceptance 

A.  Generally  speaking,   Western  Air  Lines  will  accept  for  transportation 
as    baggage,    such  personal  property  as  is  necessary  or  appropriate 
for  the  wear,   use,    comfort,   or  convenience  of  the  passenger. 

B.  A  full  description  of  acceptable  and  unacceptable  articles  is  con- 
tained in  applicable  tariffs  which  govern  both  online  and  interline 
acceptance  and  handling  of  baggage.     Tariffs  will  be  consulted  for 
details;  the  following  material  is  intended  only  to  highlight  in  brief 
certain  general  rules. 

1.  Western  has  the  right  to  examine  baggage  offered  for  trans- 
portation. 

2.  Western  has  the  right  to  refuse  to  accept  baggage  for  trans- 
portation on  any  flight  other  than  the  one  on  which  the  passenger 
is  being  transported. 

a.      Unaccompanied  baggage  will  not  be  carried  at  any  time 
unless  a  mishandling  has  occurred,    in  which  case,    such 
baggage  will  be  handled  as  an  "Expedite"  shipment  in 
accordance  with  instructions  contained  in  Subject  16.  5 
of  this  manual. 

3.  Western  has  the  right  to  refuse  any  article  which  can  cause  an- 
noyance to  passengers,   or  which  cannot  be  carried  in  the  baggage 
or  cargo  compartment  of  aircraft. 

4.  Western  has  the  right  to  determine  whether  or  not  any  property  of 

a  passenger  because  of  its  weight,    size  or  character  shall  be  car- 
ried in  the  passenger  cabin  of  aircraft, 

5.  Western  has  the  right  to  refuse  any  property  for  transportation  if 
it  cannot  withstand  ordinary  handling,   or  its  weight,    size  or 
character  renders  it  unsuitable  for  transportation  on  the  particu- 
lar aircraft  on  which  it  is  to  be  transported. 
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9.  1      GENERAL  RULES      (Cont'4) 

9.  1.  1        Condition  of  Acceptance      (Cont'd) 

a.  If  articles  are  presented  which  can  be  carried  ONLY  at 
owner's  risk,  the  passenger  vn.ll  be  advised  and  both 
portions  of  the  baggage  tag  will  be  identified  with  a  rubber 
stamp  or  self-adhesive  tape  reading: 

CARRIED  AT 
OWNER'S  RISK 

b.  When  baggage  in  damaged  condition  is  presented  for 
carriage,  the  agent  at  the  point  of  origin  will  tactfully 
call  the  attention  of  the  passenger  to  the  damage  and 
both  portions  of  the  baggage  tag  will  be  identified  with 
a  rubber  stamp  or  self-Adhesive  tape  reading: 

RECEIVED 
DAMAGED  ^^ 

NOTE;  .  This  no.tation,  when  placed  on  baggage  at  point 
of  origin,Jin  no  way  violates  the  Trade  Practice 
Manual  regulations  which  reads  ". . .......  no 

member  shall  affix  a  tag,   stamp  or  notation 
r<^ferrlag  to  damaged  condition  of  baggage  at 
time  of  receipt  at' intftrline  transfer  point.  " 

C.         "Notice  of  Baggage  Liabili^  Limitations"  will  be  displayed  at  every 
check-in  counter. 

9.  1.  2.        General  Rules  for  Checking  of  Baggage 

A.         Western  Air  Lines,  upon  presentation  by  a  passenger  of  a  valid  ticket 
covering  transportation  over  its  own  lines  or  over  the  lines  of  another 
,|i^    carrier  with  whom  Western  participates  in  a  ticketing  and  baggage 
"      agreement,  will  check  acceptable  personal  property  tendered  by  the 
passenger  for  transportation  as  baggage  at  a  location  and  at  the  time 
specified  by  Western. 

Western  Air  Lines  will  not  check  baggage  on  a  routing  other  than  that 
indicated  on  the  passenger's  ticket  or  to  a  point  beyond  the  destination 
of  such  ticket. 


^.1  7-6-72 

Page  2  SAFETY  FIRST 
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9.  1.      GENERAL  RULES      (Cont'd) 

9»  1.2      General  Rules  for  Checking  of  Baggage    (Cont'd) 

EXAMPLE:     A  passenger  whose  ticket  reads  LAXLAS/WA  requests  that 
his  baggage  be  checked  to  LAXMSP/WA.     His  baggage 
will  be  checked  to  LAS  only. 

EXAMPLE:     A  passenger   whose  ticket  reads  SEALAX/WA-LAXTUS/ 
AA  requests  that  his  baggage  be  checked  for  transfer  to 
TW  at  LAX  as  he  intends  to  change  his  ticket  from  AA 
to  TW  at  LAX.     His  baggage  may  be  checked  for  transfer 
to  TW  PROVIDED  a  request  for  space  on  TW  is  initiated. 
Otherwise,   this  baggage  will  be  checked  to  LAX  only 
since  hi  s  ticket  does  not  indicate  TW. 

C.  Baggage  will  not  be  checked  beyond  a  point  of  stopover. 

EXAMPLE:  A  passenger  holds  space  LAX-SFO-SEA/WA  with  a  stop- 
over (a  deliberate  interruption  of  a  journey)  at  SFO.  His 
baggage  will  be  checked  to  SFO  only. 

NOTE:      The  passenger  will  be  required  to  claim  his  baggage  at  SFO 
(in  this  example)  and  either  place  in  a  locker  or  recheck  the 
baggage  for  the  flight  on  which  he  will  depart  from  SFO.     Bag- 
gage rechecked  in  this  manner  (or  any  baggage  chccked-in  in 
advance  of  departure)  will  be  held  in  the  baggage  accumulation 
area  for  loading  on  the  flight  that  will  be  used  by  the  passenger. 

D.  Baggage  will  not  be  checked  beyond  a  point  of  transfer  when  the  passen- 
ger is  scheduled  to  depart  from  a  different  airport  than  that  at  which  he 
is  scheduled  to  arrive. 

E.  Baggage  for  international  passengers  will  be  checked  to  point  of  stop- 
over or  final  destination  rather  than  to  the  gateway  city  in  the  country 
of  destination  (except  in  Mexico  as  noted  in  9.  8.  3.    C.    1.    b  herein). 

F.  "Cabin  Seat  Baggage"  will  be  checked  for  interline  carriage  only  to 
those  carriers  that  participate  in  the  applicable  tariff  rule. 

G.  Baggage  will  be  rechecked  in  the  event  an  interline  passenger  requests 
and  is  given  access  to  his  baggage  at  any  point  short  of  his  final  desti- 
nation. 

9.  1.3      Storage  of  Baggage 

A.  Western  Airlines  will  not  accept  baggage  for  storage  purposes. 

When  storage  is  requested  by  a  customer,    he  will  be  directed  to 
public  lockers  or  similar  facilities. 

9.1 
6-1-72  SAFETY   FIRST  Page   3 
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9.2      FREE  BAGGAGE  ALLOWANCES 
9.  2.  1      General  Information 

A.  Depending  upon  the  geographical  scope  of  his  journey,  a  passenger  is 
entitled  to  carry  with  him  as  baggage,  without  charge,  a  certain  am- 
mount  of  baggage.  Applicable  tariffs  will  be  consulted  for  a  detailed 
explanation  of  allowances. 

B.  In  addition  to  the  free  allowance  as  defined  in  tariffs,  each  passenger 
may  carry,  without  additional  charges,  the  following  articles  of  bag- 
gage when  retained  in  the  passenger's  custody. 

1.  Lady's  handbag  or  pocketbook. 

2.  An  overcoat  or  wrap. 

3.  A  foot  rug. 

4.  An  unbrella  or  walking  stick. 

5.  A  camera  and  a  pair  of  binoculars. 

6.  A  reasonable  amount  of  reading  matter  for  the  flight. 

7.  An  infant's  food  for  consumption  enroute. 

8.  A  collapsible  wheel  chair  or  collapsible  walker  on  the  same 
flight  when  accompanied  by  a  passenger  dependent  upon  such 
appliance.     (Any  mechanical  device  will  be  stowed  in  the  bag- 
gage pit  to  be  readily  accessible  at  the  destination  station.) 

9.  Household  bird  in  suitable  container. 
9.  2.  2      Pooling  of  Baggage 

A.  Where  two  or  more  passengers  traveling  together  to  the  same  destina- 
tion by  the  same  flight  present  themselves  and  their  baggage  at  the 
same  time  and  place,   they  shall  be  permitted  a  total  free  baggage 
allowance  equal  to  the  combination  of  their  individual  free  baggage 
allowances. 

B.  Where  the  amount  of  such  "pooled"  baggage  is  in  excess  of  the 
combined  free  baggage  allowances,    excess  charges  will  be  col- 
lected. 


9.2 
6-1-72  SAFETY   FIRST  Page   1 
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9.  2      FREE  BAGGAGE  ALLOWANCES      (Cont'd) 

9.2.3  Counter  Air  Freight 

A.  Where  baggage  exceeds  the  standard  free  allowance,   the  Counter 

Air  Freight  procedures  described  in  Section  9.  12  of  this  n^anual 
may  be  used,   or  the  baggage  may  be  forwarded  by  normal  Air 
Express    or  Air  Freight  procedures  described  in  the  Cargo  Manual. 

9.2.4  Military  Traffic  Free  Baggage  Allowances 

A.  The  free  baggage  allowance  for  Military  Traffic  is  described  in 

the  current  Local  and  Joint  Passenger  Tariff  for  Military  Traffic. 
This  tariff  also  contains  the  definition  of  "Military  Traffic.  " 


9.2 

Page  2  SAFETY  FIRST  6-1-72 
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9.  3      EXCESS  BAGGAGE 

9.  3.  I      Definition,  and  Policy 

A.  The  term  "excess  baggage"  is  applicable  to  baggage    when  the  size, 
weight,    or  number  of  pieces  exceeds  the  normal  "free"  baggage 
allowance  applicable  to  the  transportation  paid  for  by  a  passenger. 

B.  Tariffs  require  that  passengers  be  charged  at  current  published 
rates  for  transportation  of  excess  baggage.      Transportation  of 
excess  baggage  is  an  important  source  of  revenue  to  Western 
Air  Lines    -  -  -  and  to  the  Industry  -   -  -  and  collection  of  appli- 
cable charges  will  be  required  in  every  instance. 

C.  So  that  passengers  will  receive  standard  application  of  tariff 
rules  from  all  carriers,   Industry  rules  provide  a  sizeable  fine 
for  non-compliance  with  tariff  rules  governing  collection  of 
proper  charges. 

D.  In  the  event  a  passenger  protests  payment  of  excess  baggage 
charges,    it  will  be  explained  that  Tariff  rules  make  collection 
mandatory. 


9.  3.  2      Applicable  Charges 

A.  Tariff  regulations  governing  the  carriage  of  baggage  are  not 
standard  for  all  carriers  and  the  applicable  tariff  rules  will  be 
consulted  when  a  passenger's  journey  includes  space  over  the 
routes  of  another  carrier. 

B.  Where  passengers  present  baggage  for  domestic  travel,   which 
is  in  excess  of  the  number  of  pieces,    or  the  size  of  pieces, 
allowed  by  Rule  355  of  Passenger  Rules  Tariff  No.    PR-6,    the 
excess   rates   listed  below  will  apply: 
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9.  3.     EXCESS  BAGGAGE       (Cont'd) 
9.3.2      Applicable  Charges       (Cont'd) 


Where  the  applicable  adult  Charge  for  each  additional  or 

one-way  Jet  Coach  fare  is:  oversize  piece  of  baggage  will  be: 

$  25. 00  or  under  $  4. 00 

$  25.  01     -     $  50.  00  $  5.  00 

$  50.  01     -    $120.  00  $  6.00 

$120.  00    -    $200.  00  $  7,  00 

Over  $200.  00  $  8.00 

C.  Charges  will  be  based  on  the  fare  to  the  point  of  stopover  (deliberate 

interruption  of  a  journey)  or  to  destination,    whichever  occurs  first. 

1.  When  a  passenger  presents  additional  or  oversize  pieces  of 

baggage,   an  excess   Baggage  Ticket  will  be  issued  in  accor- 
dance with  Section  1.  3.  6  of  the  Ticketing  Manual  and  the 
applicable  charges  collected. 

9.  3.  3      Sporting  Goods  Exceptions 

A.  Snow  skis  and  boots,   and  water  skis  will  be  carried  at  no  charge  re- 
gardless of  the  annount  of  other  baggage  a  passenger  may  be  checking. 

B.  With  one  medium-sized  bag  a  passenger  may  carry  one  of  the  fol- 
lowing items  in  lieu  of  the  larger  bag,  at  no  charge  regardless  of 
size  or  weight  of  the  item.      Type  of  equipment: 

Bowling 

Golfing 

Fishing 

Shooting  pistols ,    rifles,    shotguns 

Scuba  equipment 

C.  When  the  passenger  is  carrying  two  or  more  bags,    the  items  listed  in 
B  above  will  be  carried  at  the  normal  excess  baggage  rate. 

D.  Surfboards  and  bicycles,   will  be  carried  at  the  normal  excess  baggage 
charge,    regardless  of  the  number  of  bags  being  checked. 
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BAGGAGE 


9.4    EXCESS  VALUATION 


9.4.1   Limitation  of  LiaMHtv 


A.  Liability  for  the  loss  of,  damage  to,  or  delay  in  the  delivery  of  any  personal 
property,  including  baggage  Cwhether  or  not  such  property  has  been  checked  or 
otherwise  delivered  into  the  custody  of  Western  Air  Lines)  is  limited  to  an 
amount  equal  to  the  value  of  such  property  or  to  $500.00,  whichever  is  less, 
when  transportation  is  entirely  over  the  routes  of  Western  Air  Lines. 

B.  Liability  will  be  limited  to  a  lesser  maximum  when  transportation  is  over  the 
routes  of  both  Western  Air  Lines  and  another  carrier  when  such  other  carrier^ 
has  published  a  lesser  limitation  and  it  cannot  be  determined  which  carrier  is 
responsible  for  the  loss,  damage,  or  delay. 

C.  Baggage  checked  on  an  international  itinerary,  regardless  of  whether  or  not  the 
segment  at  hand  is  purely  domestic,  is  covered  under  the  liability  provisions 
of  the  International  Tariff  and  the  Warsaw  Convention.  The  liability  limit  is 
$20.00  per  kilogram  ($9.07  per  pound)  for  checked  baggage  and  $400.00  per  pas- 
senger for  unchecked  baggage. 

1.  The  pieces  and  weight  of  checked  and  unchecked  baggage  must  be  entered  on 
the  flight  coupon  in  order  to  establish  this  liability.  Failure  to  do  so 
voids  the  afore  stated  liability  ceilings. 

9.4.2   Valuation  in  Excess  of  Limitations 

A.  When  a  passenger  places  upon  his  personal  property  or  baggage  a  valuation  which 
is  in  excess  of  the  limitations  described  in  Section  9.4.1,  Western  will  accept 
such  baggage  for  transportation  provided: 

1.  Valuation  does  not  exceed  $5,000  per  passenger,  and 

2.  Passenger  pays  an  additional  charge  at  the  rate  of  10  cents  (15  cents  for 
international)  for  each  $100.00,  or  fraction  thereof,  which  is  over  and 
above  the  applicable  limitation. 

B.  Where  excess  valuation  has  been  declared  and  paid  for,  liability  will  not  exceed 
the  higher  declared  valuation. 

9.4.5   Special  Handling  Required 

A.   Acceptability 

1.   Where  the  passenger  wishes  to  declare  excess  valuation,  he  will  be  asked  to 
describe  the  contents  of  the  baggage  presented. 
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9.4      EXCESS  VALUATION        (Cont'd) 

9.  4.  3      Special  Handling  Required      (Cont'd) 

2.       When  contents  described  include  fragile  or  perishable   articles 
or  articles  not  suitable  (or  not  suitably  packed)  for  transporta- 
tion in  aircraft,   the  passenger  will  be  advised  that  Western  will 
not  be  liable  for  such  property  and  excess  valuation  is  of  no 
use.     (Tariff  PR-6  Rules  365/370). 

B.      Checking  Baggage  Online  on  Which  Excess  Valuation  is  Declared 

1.  Special  Tag,   Form  SP-251,  will  be  used  in  lieu  of  a  pre-printed 
destination  tag  in  order  to  better  identify  the  baggage  upon  which 
an  excess  valuation  has  been  placed.     Passenger  will  be  advised 
to  claim  from  a  WA  Supervisor  at  the  regular  Baggage  Claim 
area. 

2.  Baggage  upon  which  excess  valuation  has  been  declared  will  not 

be  loaded  in  jet  baggage  containers.     This  restriction  is  necessary  to 

prevent  such  baggage  from  reaching  the  normal  claiming  area 
without  Supervisory  control. 

3.  In  all  instances,   a  niessage  containing  the  following  details  will 
be  transmitted  to  a  Supervisor  at  the  destination  city. 

i.  Arrival  flight. 

b.  A  description  of  the  baggage  or  other  property. 

c.  The  baggage  tag  number. 

d.  The  amount  of  the  excess  valuation  declared. 

e.  The  name  of  the  passenger,   and 

f.  A  notation,   where  required,   that  the  passenger  has  been 
advised    of  limitations  or  that  the  passenger  declined  to 
describe  baggage  contents. 
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9.4      EXCESS  VALUATION      (Cont'd) 

9.  4.  3     Special  Handling  Required      (Cont'd) 


NOTE:      Where  flight  time  is  short,   a  telephone  call  will  be 
made  (on  Company-leased  lines,  where  available) 
but  will  be  followed-up  by  the  teletype  message 
described. 

4.  Cardboard  boxes,   cloth  display  cards  and  articles  nornnally 

marked  "Carrier  at  Owner's  Risk"  or  "Damaged  When  Received" 
will  not  be  accepted  as  suitable  containers  for  excess  valuation. 

C.  Handling  at  Destination  City 

1.  Upon  advice  from  the  boarding  city,   the   Ramp  Senior  CSR  at  the 
destination  city  must  arrange  for  special  handling  of  the  baggage 
from  plane  to  passenger,  which  handling  will  assure  that  Claim 
Checks  are  lifted. 

NOTE:    Where  declared  valuation  exceeds  $999.00  (U.S.), 
the  Supervisor  will  personally  accompany  baggage, 
or  property,   to  and  from  aircraft  at  origin  or 
destination. 

2.  The  Claim  Check  must  be  lifted  at  time  of  delivery  of  baggage 
to  the  passenger. 

3.  Where  a  flight  is  interrupted  enroute  or  lands  at  an  alternate 
field,  the  destination  city  Supervisor  vrill  notify  supervisory 
personnel  at  such  other  location  of  details  so  that  proper 
handling  naay  be  given  the  shipment  in  accordance  with  above 
procedures. 

D.  Checking  Baggage  Interline  on  Which  Excess  Valuation  is  Declared 

1.  Use  a  Standard  Interline  Baggage  Tag,    Form  SP-48. 

2.  Do  not  notify  the  connection  station  nor  identify  the  bag  as  having 
excess  value  declared. 
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9  BAGGAGE 

9.  5      CARRY -ON  BAGGAGE.   CABIN  BAGGAGE,   CABIN  CARGO 
9.  5.  1      General  Policy 

A.  The  following  policy  will  govern  the  carriage  of  personal  items  in- 
cluding baggage  in  the  cabin  of  any  aircraft.     This  policy  is  based 
upon  safety,   concern  for  the  passengers'  personal  property,   and 
concern  for  the  comfort  of  all  passengers, 

B.  Certain  items  of  personal  property,   because  of  their  fragile  nature 
or  their  monetary  value  are  not  suited  for  transportation  in  cargo 
pits  and  must  necessarily  be  carried  in  the  passenger  cabin.     When 
this  method  of  transportation  is  deemed  necessary,   the  rules  des- 
cribed in  9.  5.  2  will  be  observed. 

C.  For  purposes  of  this  Chapter,  the  following  definitions  are  provided: 

1.  Carry-on  Baggage  are  those  items  carried  on  board  by  the 
passenger  and  stowed  beneath  a  cabin  seat,    or  in  the  over- 
head stowage  compartment  in  aircraft  with  wide-bodied 
interiors. 

2.  Cabin  Baggage  covers  those  items  that  are  accompanied  by  a 
passenger  which  can  be  carried  in  the  cabin,  but  are  too  large 
to  be  stowed  beneath  a  seat  and  for  which  cabin  seats  are  re- 
served and  paid  for. 

3.  Cabin  Cargo  covers  those  items  that  "Western  elects  to  load 

in  the  passenger  cabin. 

D.  Western  Air  Lines  will  determine  whether  or  not  property  of  a  passen- 
ger because  of  its  weight,    size  or  character,    shall  be  carried  in  the 
passenger  cabin  of  the  aircraft.     This  refers  to  baggage  either  tendered 
to  be  checked  in  a  normal  manner  or  requested  by  the  passenger  to  be 
carried  in  the  cabin. 

9.  5.2      Rules  and  Limitations 


A.         Carry-on  Baggage 


1.  Carry-on  baggage  cannot  exceed  45  inches  in  maximum  dimension 

(length-plus -width-plus -height,   e.g.,    23  x  13  x  9). 
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9.  5      CARRY-ON  BAGGAGE,   CABIN  BAGGAGE.   CABIN  CARGO      (Cont'd) 
9.  5,  2      Rules  and  Limitations       (Cont'd) 


2.  Carry-on  baggage,    other  than     articles     placed     in 

the  overhead  rack  nriust  be  stowed  beneath  a  seat  during  take- 
off and  landing  but  may  be  removed  and  opened  during  flight. 

3.  No  articles  other  than  hats,  coats,  type  20  soft  vinyl  or  plastic 
bags  (containing  no  more  than  2  suits),  pillows  or  blankets  may 
be  carried  in  the  overhead  rack.  Articles  other  than  the  above 
will  be  at  the  discretion  of  the  s4Kiw.ardgs^,  rt^^  -r  ' 

4.  Carry-on  baggage  which  must  be  carried  beneath  the  cabin  seat 
may  include,   but  not  necessarily  limited  to,    items  such  as 
briefcases,    ladies'  make-up  kits,   infant  supply  bags,    sample 
cases  and  small  medium-sized  musical  instruments  in  the 
protective  case.  V{^nif^^3    ' 

5.  Aircraft  with  wide-bodied  (space  jet)  interiors  contain  enclosed 
overhead  stowage  compartments  w^hich  can  stoTW  other  carry -on 
articles.     The  weight  of  such  articles  cannot  exceed  the  limitations 
of  useable  load  as  stated  on  a  placard  inside  each  compartment. 

6.  Because  of  possible  interference  within  the  navigation  atid 
communication  systenns  of  the  aircraft,  passengers  will  not 

be  permitted  to  operate  electronic  devices  on  board  commercial 
airline  planes  with  the  exception  of: 

a.  Portable  voice  recorders. 

b.  Hearing  aids. 

c.  Heart  pacemakers, 

d.  Electric  shavers. 

e.  Any  device  the  pilot  has  determined  will  not  cause  inter- 
ference. 
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9.5      CARRY -ON  BAGGAGE.   CABIN  BAGGAGE.   CABIN  CARGO      (Cont'd) 
9.  5.  2      Rules  and  Limitations      (Cont'd) 


B.         Cabin  Baggage    -  Cabin  baggage  may  be  loaded  in  the  passenger 
cabin  into  a  seat  which  is  forward  of  the  most 
forward  seated  passenger,    either  First  or 
Coach  compartment,    subject  to  the  following 
restrictions. 

I-       Cabin  baggage  nnust  be  securely  fastened  to  the  seat  by  use 
of  the  seat  belt  or  other  tie -down  equipment. 

2.  Cabin  baggage  must  not  be  loaded  so  as  to  restrict  a  passenger's 

access  to  the  aisle,   block  an  emergency  exit,   or  restrict  access 
to  safety  equipment, 

3.  Whenever  possible,  the  passenger  should  occupy  the  seat  next 

to  his  cabin  baggage. 

4-      Any  seat  used  for  baggage  carried  into  the  cabin  at  the  passenger's 
request  shall  be  charged  for  in  accordance  with  Rule  340  of  Pas- 
senger Rules  Tariff  No.   PR-6. 

5.      The  baggage  will  be  carried  into  the  cabin  and  loaded  in  the 
seat  by  a  Western  CSR.     At  terminating  stations,   a  Western 
CSR  will  Tinload  the  cabin  baggage  and  deliver  it  to  the  cus- 
tomer at  the  cabin  entrance. 

fo.      Seats  reserved  for  cabin  baggage  will  be  included  in  both  the 
passenger  total  and  breakdown  on  the  PLM. 


C.         CaSain  Cargo 


On  very  rare  occasions  it  may  be  necessary  to  load  the  baggage' 
of  a  very  late  passenger  in  the  passenger  cabin.     If  such  piece  of 
baggage  cannot  be  loaded  in  a  seat  in  the  cabin  directly  behind 
the  bulkhead  and  forward  of  the  most  forward  seated  passenger, 
it  will  not  be  carried.     The  seats  in  question  are  defined  as  those 
directly  behind  any  bulkhead  in  the  passenger  cabin,   (i.e.  ,    on 
a  707  the  seats  in  rows   1  (A  &  C),   3  (D  &  F)  and  7  (ABC  DEF) 
would  qualify. )    All  cabin  cargo  loaded  in  this  manner  must  be 
loaded  in  the  cargo  pit  at  the  first  intermediate  stop. 
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9.  5      CARRY-ON  BAGGAGE.    CABIN  BAGGAGE,    CABIN  CARGO       (Cont'd) 
9.5.2      Rules  and  Limitations       (Cont'd) 

2.  Any  baggage  carried  in  the  passenger  cabin  must  be  securely 
fastened  by  use  of  the  seat  belt  through  the  handle  and  must 
not  block  any  emergency  exit  or  access  to  safety  equipment. 

3.  Baggage  accepted  in  this  manner  is  subject  to  the  same  tariff 
and  company  regulations  concerning  acceptance  of  baggage 
that  applies  to  baggage  checked  in  the  normal  manner. 

D.         Specific  Items  Requiring  Special  Attention 

1.  Infant  Bassinets  may  be  carried  in  the  cabin  only  when  an  addi- 
tional seat  is  reserved  and  an  additional  ticket  purchased  for 
the  child,   provided  the  size  and  shape  of  the  bassinet  will  per- 
mit its  being  properly  secured  by  the  seat  belt.     Bassinets  are 
restricted  to  the  seats  directly  behind  any  bulkhead  the  same 
as  cabin  baggage.  -.^ 

2.  Bass  Viols  and  Cellos  will  be  accepted  for  carriage  if  arrange- 
ments have  been  made  in  advance  and  subject  to  the  following 
conditions: 

a.  The  article  must  be  seated  in  the  passenger  cabin  as 
outlined  in  paragraph  9.  5.  2  "B"  (cabin  baggage). 

b.  If  it  is  to  be  checked  as  baggage  or  counter  air  freight, 
the  instrument  must  be  in  a  hard  protective  case,    capa- 
ble of  withstanding  normal  cargo  handling.     Western 
will  determine  whether  or  not  the  case  meets  these 
requirennents. 

c.  The  charge  for  the  instrument  if  carried  in  the  passenger 
cabin  will  be  50%  of  the  applicable  one-way  fare  to  the 

,i"  airport  of  destination  or  stop-over.     Air  freight  rates  will 

^  apply  if  carried  as  counter  air  freight,    or  the  item  may  be 

checked  as  baggage  if  it  does  not  exceed  tne  free  baggage 
dimensions.     If  the  allowed  dimensions  are  exceeded,   then 
the  applicable  excess  baggage  rates  must  be  charged. 

3.  Light  Weight  Garmet  Bags,    described  as  "Type  20"  and  referred 
to  in  9.  5.  2.   A3.,   will  not  be  checked  for  carriage  in  the  pits 
because  of  their  fragile  nature.     Such  bags  will  always  be  carried 
in  the  passenger  cabin. 
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9   BAGGAGE 
9.6   ARTICLES  UNACCEPTABLE  OR  REQUIRING  ADVANCE  ARRANGEMENTS 

9.6.1  General  Information 

A.  Certain  articles  such  as  explosives,  gases,  corrosive  liquids,  radio-active 
materials,  etc.,  are  restricted  from  carriage  on  aircraft  whether  carried 
as  baggage  or  otherwise.   A  complete  list  of  these  items  is  published  in  the 
Official  Air  Transport  Restricted  Articles  Tariff,  No.  6-3,  issued  by  Agent 
B.  H.  Smith.   Local  Air  Freight  offices  maintain  a  copy  of  this  tariff. 

B.  Medicinal  and  toilet  articles  containing  substances  described  in  A.  above 
when  carried  in  baggage  (including  carry-on  baggage)  are  restricted  to  75 
ounces  per  passenger,  and  each  container  (except  an  aerosol  container)  is 
restricted  to  16  ounces  per  container. 

C.  Certain  articles  may  be  accepted  by  advance  arrangements  only.   The  Location 
Manager  will  approve  or  disapprove  carriage  of  any  specific  item,  securing 
authority  from  qualified  sources  outside  of  the  station  where  deemed  necessary. 

9.6.2  Specific  Articles  Requiring  Advance  Arrangements  -  Firearms,  Liquids,  etc. 

A.  Assembled  firearms  or  ammunition  (other  than  unloaded  sporting  firearms  and  a 
small  quantity  of  *small  arms  ammunition  packed  in  the  original  package  of  the 

jnaaufacturer)  will  not  be  accepted  without  advance  arrangements.   (See  Subject 
/ '6. 6,yCheck-In  of  Passengers  Carrying  Firearms). 

*NOTE:   Plastic  cartridges  produced  by  American  Pamcor  Company  for  use  in  tools 
in  the  utility  industry  are  classified  by  the  U.  S.  Bureau  of  Explosives 
as  "small  arms  ammunition"  and  will  be  acceptable  for  carriage  when  in 
the  original  package  of  the  manufacturer. 

B.  Special  arrangements  must  be  made  for  the  carriage  of  any  articles  which  could 
cause  annoyance  to  passengers,  or  articles  which  cannot  be  carried  in  baggage 
or  cargo  compartments. 

C.  Special  arrangements  must  be  made  for  the  carriage  of  any  liquids  or  any  articles 
not  suitably  packed  for  transportation. 

1.   Western  Air  Lines  shall  not  be  liable  for  the  losses  of,  or  damage  to, 
liquids  or  such  other  articles,  or  for  the  damage  to  other  articles  or 
property  occasioned  thereby,  in  the  event  such  liquids  or  other  articles 
are  packed  in  baggage  or  otherwise  transported  without  the  knowledge  of 
Western. 

D.  Special  arrangements  must  be  made  for  the  carriage  of  a  collapsible  wheel  chair. 
Subject  to  space,  one  such  wheel  chair  will  be  carried  without  charge  on  the 
same  flight  with  an  incapacitated  passenger  dependent  upon  such  wheel  chair. 
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9.7     ONUNE  DESTINATION/ TRANSFER  BAGGAGE  TAG 
9.7.  1     General  Deacription 

A.         Online  destination/transfer  tags  are  printed  with  a  specific  color  for 
each  Western  Air  lines  city  for  easy  identification. 

9.  7.2      Procedures  to  Follow  in  Using  Pre-Printed  Destination/ Transfer 
Baggage  Tags 

A.  Pre-printed  destination/transfer  tags  may  be  used  when  a  passen- 
ger is  traveling  from  origin  to  destination  on  the  same  numbered 
flight  OR  when  the  passenger  will  transfer  from  one  WA  flight  to 
another  WA  flight  to  reach  his  online  destination. 

B.  Collect  any  applicable  excess  charges  or  valuation  charges. 


Examples 
1. 


Passenger  Traveling  WA 
506,   LAX/MSP 


2.  Passenger  Traveling  WA 
601,  SEA/SFO,  WA  615, 
SFO/PSP 


PALMSPRINGS 


FLIGHT 

TO 

MSP 

FLIGHT 

lc\S 

TO 

PSP 

i 

k 

Csoi  "  Svto 

1 

k 

A 

12-02-68 

01-75-80 

IteiMiM 

i 

i 

^''  PALM  SPRINGS 

FLTa   So(© 

PUS.  (»0iy<el5 

12-02-68 

01-75-80 
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9.7      ONLINE  DESTINATION/TRANSFER  BAGGAGE  TAG      (Cont'd) 

9.7.2        Procedures  to  Follow  in  Using  Pre-Printed  Destination/Transfer 
Baggage  TagjB         (Cont'd) 


C.  Enter  flight  number(8),   and  connection  city  code(s)  if  applicable, 
on  strap  check  and  enter  flight  number{s)  on  clainn  check  with 
grease  pencil  or  felt  pen  in  large,    legible  numbers. 

D.  Enter  CSR's  initials  in  upper  right-hand  corner  of  strap  check. 

E.  Enter  by  check  mark,   or  brief  explanation,   any  damage  to  baggage 
noted  and  call  to  passenger's  attention. 

F.  Staple  claim  check(s)  to  inside  of  back  cover  of  ticket  envelope. 

G.  Forward  checked  baggage  to  proper  flight. 

H.         Normally,   baggage  checked  for  online  transfer  will  not  be  loaded  in 

jet  baggage  containers.     It  may  be  loaded  into  baggage  containers  where 
the  flight  will  carry  the  passenger  to  final  online  destination. 
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9.  8     ACCEPTING  AND  CHECKING  BAGGAGE 
9.  8.  1      Acceptance  of  Baggage 

A.  All  baggage  or  personal  property  presented  by  a  passenger  for 
transportation  will  be  examined  and  the  passenger  queried  as 
necessary  to  determine  whether  or  not: 

1.  The  number  of  pieces  exceeds  the  number  and  sizes  allow- 
able as  free  baggage; 

2.  The  size  of  any  of  the  pieces  exceeds  the  maximum  linear 
dimensions  allowable; 

3.  The  passenger  will  connect  to  another  carrier  whose  tariffs 
place  a  limitation  on  weight  of  free  baggage; 

4.  The  passenger  is  making  an  international  or  extra-territorial 
journey  and  subject,   therefore,   to  weight  limitations.  (In   the 
case  of  international  travel,   baggage  weights  must  be  entered 
on  applicable  coupon{s)  of  passenger's  ticket);  or 

5.  The  passenger  is  entitled  to  a  different  free  baggage  allowance 
through  applicability  of  a  specific  tariff,    e.g.  ,    certain  military 
traffic. 

B.  Baggage  "Weights 

1.       For  proper  loading  and  balance  of  Aircraft,    the  weight  of  all 
baggage  on  a  particular  flight  must  be  determined  by  destina- 
tion.    For  this  purpose  an  average  weight  of  23.  5  pounds  per 
piece  of  baggage  is  used. 

NOTE:        On  Military  Group  Movements  or  other  group 
travel  involving  athletic  teanis,    etc.  ,    baggage 
belonging  to  such  group  members  will  be 
weighed  and  actual  weights  used.     An  entry  of 
the  number  of  pieces  and  weights  will  be  entered 
conspicuously  on  Form  SP-263,    -  "Baggage 
Tally  Sheet,  "  for  the  information  of  forms 
workers. 
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9.8      ACCEPTING  AND  CHECKING  BAGGAGE       (Cont'd) 

9.  8.  1        Acceptance  of  Baggage       (Cont'd) 

Z.      Although  actual  baggage  weights  are  not  required  except  as  noted 
above,   an  accurate  count  of  the  number  of  bags  to  each  city  served 
by  the  flight  will  be  required  so  that  a  total  baggage  weight  and  a 
weight  to  each  city  may  be  computed  by  multiplying  by  23.  5  pounds 
the  total  number  of  pieces  and  the  totals  by  destination. 

3.       Baggage  Tally  Sheet,    Form  SP-268,   will  be  used  for  the  above- 
described  purpose.     Local  Management  will  deternnine  at  what 
point  within  the  station  this  form  will  be  completed;  e.g.  ,   at  the 
baggage  check-in  area,   at  the  ticket  counter  check-in  area,   at  the 
baggage  cart(s)  upon  which  the  baggage  for  a  specific  flight  is  being 
loaded,    etc. 

9.  8.2        Registration  of  Firearms  Being  Checked  to  a  Point  Outside  the 
United  States 

A.  Any  person  checking  a  sporting  firearm  to  a  point  outside  the  United 
States  with  expectations  of  returning  to  the  United  States  with  that 
firearm,   must  register  that  firearm  with  U.   S.    Customs  prior  to  de- 
parting the  U.S.     Unregistered  firearms  being  brought  back  to  the  U.S. 
may  be  confiscated  by  U.  S.   Customs. 

B.  Registration  may  be  accomplished  in  one  of  the  following  ways: 

1.  At  boarding  point  where  Custonns  is  located  have  the  firearm 
registered  with  Custonns  using  the  Certificate  of  Registration, 
Customs  Form  4457  (3/71). 

2.  Where  Custonns  is  not  conveniently  located  but  a  Notary  is,   a 
notarized  statement  stating  that  the  firearm  was  in  the  passenger's 
possession  prior  to  leaving  the  U.S.   may  be  executed  and  is  accept- 
able by  Customs. 

3.  If  No.    1  or  No.    2  cannot  possibly  be  done,    if  Customs  is  available 
only  at  an  enroute  stop,    check  the  firearnn  so  it  will  be  offloaded 
at  that  city  for  registration  and  advise  customer. 

Note:      When  an  interline  connection  is  received  from  an  another 
carrier  and  has  baggage  checked  through,    interrogate  to 
determine  if  a  firearnn  is  involved  and  whether  or  not 
proper  registration  has  been  acconnplished. 
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9.  8     ACCEPTING  AND  CHECKING  BAGGAGE       (Cont'd) 

1^4^8.2      Refrtstration  of  Firearms  Being  Checked  to  a  Point  Outside  the 
t  United  States       (Cont'd) 


^(!1»-^    -^  Any  of  the  methods  of  registration  stated  in  "B"  above  will  serve  as 
i..V*>''>'^Onfittnation  that  the  firearm  was  in  the  customer's  possession 
I ?6i«!V i-^^'-p jf|-0r  to  departing  the  United  States. 

p^.8.3     Checking  Baggage 

A.        General  Rules 


?5i&5; 


a^' 


ufi         AH  baggage  which  is  to  be  carried  in  cargo  pits  or  baggage 
compartments  will  be  tagged  with  a  Western  Air  Lines' 
Baggage  Tag.     The  particular  form  used  will  depend  upon 
the  nature  of  and  status  of  the  passenger's  itinerary. 

Z,  When  baggage  is  tendered  for  checking,   the  CSR  handling 

the  baggage  check-in  will  place  his  hand  upon  such  baggage 
and  ask  the  passenger  (1)  if  it  is  his  baggage;  and    (2)  if 
this  is  all  of  the  baggage  he  is  checking;  e.  g.  ,    "Are  these 
two  pieces  of  baggage  yours?"  and    "Are  these  two  pieces 
all  you  have  for  checking?" 

3,  To  facilitate  handling  and  identification,   any  tag  remaining 
on  a  piece  of  baggage  at  the  time  it  is  presented  for  checking 
will  be  removed  before  a  new  tag  is  attached. 

4.  Passenger  identification  is  required  on  all  checked  baggage. 
Identification  may  be  in  the  form  of  a  nanne  tag  or  industry 
approved  ATA  label  and  Trade  Practice  Policy  requires 
three  (3)  initials  as  minimum  requirement.     Standby  baggage 
must  be  identified  (See  9.  8.  4,  A,  2). 

Note:    Every  attempt  should  be  made  to  identify  all  baggage,   however, 
passengers  or  a  flight  will  not  be  delayed  for  the  purpose  of 
identifying  last  minute  baggage, 

a.       Each  position  where  baggage  could  be  accepted  for  checking 
must  have  a  supply  of  labels  available  for  compliance. 
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9.  8     ACCEPTING  AND  CHECKING  BAGGAGE       (Cont'd) 
9.8.3      Checking  Baggage       (Cont'd) 


Example  ATA  label: 


Sample   of  ATA  Baggagt 
Identification   Label 


Am  TRANSPORT  ASSOCIATION 
BAXXUUB  IDEiniFIC&ZION  LABEL 

)uad 

kOiiM 

cat                            RAS          ZIP 

b.       ATA  baggage  identification  labels  are  available  in 
Stationery  Stores    -  LAXJP. 

5.  While  presenting  Clainn  Checks  to  the  passenger,   the  CSR 

will  advise  the  passenger  of  the  number  of  bags  checked, 
the  number  of  the  flight  on  which  the  bags  are  checked,   and 
the  destination  to  which  they  have  been  checked;  e.g.,    "I 
have  checked  your  two  pieces  of  baggage  to  Salt  Lake  City 
on  Flight  60.  " 

B.         Checking  Baggage  Traveling  Online  Only 

1.  Baggage  of  passengers  holding  confirmed  reservations  to 
destination  on  the  route  of  the  flight  normally  will  be  checked 
on  a  Baggage  Tag  on  which  the  city  of  destination  is  innprinted. 

2.  Where  the  passenger  will  proceed  on  one  flight  from  origin  to 
destination  on  Western  Airlines  with  no  transfer  involved,   the 
only  entry  required  will  be  the  flight  nunnber  and  CSR's  initials 
or  nunnber  in  the  upper  right-hand  area  of  the  strap  tag. 

3.  Where  an  online  transfer  is  required  (fronn  one  WA  flight  to 
another),    nnake  entries  as  explained  in  9.9.2. 

4.  One  Baggage  Tag  will  be  placed  on  each  piece  of  baggage  pre- 
sented and  the  passenger  will  receive  a  Claim  Check  for   each. 
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9.8   ACCEPTING  AND  CHECKING  BAGGAGE   (Cont'd) 
9.8.3   Checking  Baggage   (Cont'd) 

5.   Where  the  passenger's  flight  on  Western  Airlines  (even  though  this  portion 
of  his  flight  may  be  entirely  domestic  over  WA  from  origin  to  destination) 
is  part  of  an  international  itinerary,  the  number  of  pieces  and  total  weight 
of  his  baggage  will  be  entered  on  the  applicable  Flight  Coupon  of  his  ticket" 
without  fail.  All  baggage  destined  to  or  from  Mexico  will  require  this 


6.  Any  excess  baggage  or  excess  valuation  charges  applicable  will  be  collected 
and  necessary  tickets  issued  as  described  in  Sections  9.3  and  9.4.  Special 
handling  procedures  will  be  observed  as  described  in  these  same  sections. 

Checking  Baggage  for  Transfer  to  Another  Carrier 

1.  Baggage  of  an  interline  passenger  ticketed  for  continuous  connecting  pas- 
sage on  the  lines  of  two  or  more  carriers  shall  be  checked  through  to  final 
destination,  or  to  the  first  stop-over  point,  if  any,  on  the  flight (s)  re- 
quested by  the  passenger  and  indicated  on  his  ticket,  even  though  all 
requested  space  has  not  been  confirmed  at  the  time  of  departure  from  the 
origin  station. 

EXCEPTION: 

a.  Baggage  shall  not  be  checked  beyond  the  city  to  which  any  excess  baggage 
or  excess  valuation  charges  have  been  collected. 

b.  Baggage  will  not  be  checked  for  interline  transfer  at  MEX  or  ACA.   All 
baggage  must  be  claimed  by  the  passenger  at  the  MEX  or  ACA  Customs  area 
for  inspection.   The  passenger  will  be  advised  to  recheck  .the  baggage 
after  clearing  Customs. 

EXCEPTION:   For  connection  to  lANICA.  at  MEX,  check  baggage  through 
to  San  Salvador  or  Managua,  collecting  excess  as 
applicable. 

2.  Baggage  which  will  travel  interline  will  be  checked  on  Form  SP-48,  Standard 
Interline  Baggage  Tag. 

3.  When  a  passenger  checks  more  than  one  piece  of  baggage,  a  separate  tag  will 
be  prepared  for  each  piece  of  baggage. 
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9.  8     ACCEPTING  AND  CHECKING  BAGGAGE       (Cont'd) 
9.  8.  3      Checking  Baggage       (Cont'd) 

4.  Where  more  than  two  transfers  are  required,   a  second  tag 
will  be  used,    and  attached  to  the  first, 

5.  The  Standard  Interline  Baggage  Tag  will  require  nnore 
entries  than  the  online  tag.     Details  of  preparation  will 
be  found  in  SIPP   115,  10. 

6.  Where  any  portion  of  the  passenger's  itinerary  involves 
international  travel,   the  number  of  pieces  and  weight  of 
such  baggage  will  be  entered  on  the  applicable  Flight 
Coupon  of  the  passenger's  ticket  without  fail. 

7.  Military  Standby  and  Youth  Fare  Baggage  will  be  checked 
interline  on  all  trunk  carriers  even  though  space  is  not  on 
a  confirmed  basis. 

9.  8.4     Standby  (or  Subject  Load)  Baggage  Tag,   Form  SC-60 

A.         General  Information 

1.         Normally,  unless  otherwise  specifically  requested  by  the 

passenger,   baggage  for  standby  passengers  will  be  checked 
to  destination. 

NOTE:    EKiring  peak  travel  periods  OR  where  the  volume 
of  standby  traffic  is  high  and  the  number  of  bags 
beii^  forwarded  would  create  handling  and/or 
storage  problems  for  a  certain  location,   standby 
procedures  will  be  followed. 

Z.  Western  Air  Lines  will  not  accept  a  standby  passenger's 

baggage  for  checking  unless  the  passenger's  name  or 
initials    are  on  the  outside  of  such  baggage. 

3.  Baggage  to  be  checked  on  a  standby  basis  will  be  tagged 

with  the  "Standby  Baggage  Tag",    Form  SC-60.     This  tag 
is  used  in  place  of  the  standard  online  destination/transfer 
baggage  tag  when: 

a.  A  passenger  does  not  hold  confirmed  space  out  of  his 
originating  point,   or 

b.  A  passenger  is  confirmed  only  to  an  enroute  point 
(including  an  online  connection  point),   desiring  space 
fronn  that  point  to  his  online  destination. 
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9.  3.4      Standby  (or  Subject  Load)  Baggage  Tag,   Form  SC-60      (Cont'd) 

B.         Preparation  of  the  Standby  Baggage  Ta;;; 

1.      When  it  is  determined  that  the  passenger  is  in  one  of  the 
categories  named  in  A.  3  above,   take  the  following  action: 

a.  In  the  top  two  boxes  on  the  face  of  the  tag  enter  the 
number  of  the  flight  the  passenger  will  use--or  de- 
sires to  use--and  the  3-letter  city  code  of  his  desired 
destination 

b.  If  an  online  connection  is  required,    enter  in  the  second 
row  of  boxes  the  number  of  the  originating  flight  the 
passenger  will  use--or  desires  to  use--and  the  3- 
letter  city  code  of  his  connecting  point.     In  the  top  two 
boxes  enter  the  connecting  f Light  number  and  the  3- 
letter  city  code  of  his  desired  destination. 

Examples: 


Passenger  Standby  For 
603  SEA/ LAX 


Passenger  Confirnmed  on  560 
LAX/SLC  Standby  26  SLC/PIH 


.Qll9Q-_33 

RELEASE  TO  FLIGHT: 


01-90-33 


BAGGAGE  CLAIM  CHECK 
HiP      CHECKED  TO 

01-90-33 


STANDS 


M^ 


FLIGHT    ,,  TO 


s;?(. 

O 


ISioO 


p 


iH 


(/) 


£uc.  I 


P1;9P;41. 

RELEASE  TO  FLIGHT: 


,01:90:41 

'baggage' claim  check 

i^CHECKED  TO 


•*: 


f. 


1-90-41 


1856 


WESTERN  AIR  UNES,    INC. 
PASSENGER  MANUAL 

9.8      ACCEPTING  AND  CHECKING  BAGGAGE       (Cont'd)  * 

9.8.4     Standby  (or  Subject  Load)  Baggage  Tag.    Form  SC-6Q       (Cont'd) 

c.      On  the  passenger's  Claim  Check,   write  out  the  name  of  the  city  to 
whicli  you    have  checked  the  bag. 

2.  Remove  the  two  bottom  stubs  and  staple  the  Baggage  Claim  Check  to  the 
inside  of  the  back  cover  of  the  ticket  envelope.     Staple  the  "Release  to 
Flight"  stub  to  the  applicable  flight  coupon.     This  will  alert  the  gate  that 
the  passenger's  baggage  has  been  checked  "Standby." 

3.  Attach  the  Strap  Check  portion  of  the  tag  to  the  bag  in  the  usual  manner 
and  route  to  the  loading  area. 

C.  Ramp  and  Loading  Procedures 

1.  Upon  delivery  of  baggage  bearing  a  Standby  baggage  tag  from  the  check- 
in  location,    loading  personnel  will  place  the  baggage  in  a  designated 
area  at  the  gate.     Do  not  load  until  advice  is  received  from  the  Gate  CSR. 

2.  Upon  notification  or  receipt  of  the  "Release  to  Flight"  stub  from  the  Gate 
CSR,    locate  the  bag(s)  in  question  and  load  on  the  flight. 

3.  Where  a  "Standby"  bag  has  been  loaded  to  a  city  other  than  the  passen- 
ger's transfer  point  or  destination  city,   a  notation  will  be  made  on  the 
Cargo  Load  Message  (CLM)  to  flag  the  standby  bag  for  downline  CSR's. 
Indicate  presence  of  the  standby  bag  in  the  remarks  section  of  the  CLM 
as  follows: 

"BTM  20  INC  1  STDBY  DES  GTF" 

D.  Gate  Procedures 

1.       When  a  passenger  presents  at  the  Departure  Gate  a  ticket  indicating  that 
he    is  a  local  "Standby"  -  or  has  attached  to  his  flight  coupon  a  "Standby 
Baggage  Release"  stub  in  addition  to  his  Claim  Check — take  the  following 
action: 

a.  If  space  is  now  confirmed  out  of  your  city,    enter  proper  flight  num- 
ber on  the  "Standby  Baggage  Release"  stub  and  deliver  it  to  the  Ramp 
CSR  so  that  the  passenger's  baggage  nnay  be  loaded. 

b.  If  space  has  not  yet  been  confirmed  out  of  your  city,   have  the  passen- 
ger stand-by  until  the  final  load  is  determined. 

(1)      If  the  passenger     can       be  accommodated.  Complete  a  Boarding 
Pass  accordingly,   remove  the  "Release"  stub  and  enter  thereon 
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9.  8      ACCEPTING  AND  CHECKING  BAGGAGE         (Cont'd) 

9.8.4        Standby  (or  Subject  Load)  BaRgage  Tag,    Form  SC-60       (Cont'd) 

the  number  of  the  flight  on  which  the  bag  is  to  be  loaded. 
Deliver  the  "Release"  stub  to  the  Ramp  CSR  so  that  the 
baggage  may  be  loaded. 


(2)     If  the  passenger  cannot  be  accommodated,    return  his  baggage, 
removing  the  Strap  Check  from  the  bag  and  retaining  the 
"Claim"  and  "Release"  stubs.     Make  arrangements  for  re- 
checking  on  a  later  flight  if  the  passenger  so  desires. 

2.  Where  the  passenger's  status  indicates  "Standby"  at  a  downline  loca- 
tion,   check  the  passenger  through  the  Gate  in  the  normal  manner. 

3.  When  a  passenger,   with  baggage  checked  on  a  Standby  Tag,   is  boarded 
it  is  the  responsibility  of  the  Boarding  CSR  to  notify  the  appropriate 
individual(s)  to  assure  that  the  passenger's  baggage  is  boarded  on  the 
same  flight. 


E.  Enroute  Handling  of  Standby  Baggage 

i.  Leave  on  board  any  baggage  bearing  a  Standby  Baggage  Tag  which 
indicates  "STANDBY  AT"  your  city.  It  will  be  removed  only  upon 
advice  that  the  passenger  is  being  removed. 

2.  When  Standby  Baggage  stays  on  board,  its  presence  must  be  relayed 
to  any  subsequent  enroute  station  by  notation  on  the  CLM.  This  will 
be  accomplished  as  shown  in  the  example  used  in  Paragraph  C-3. 

3.  The  CSR  who  handles  the  deplaning  of  a  "Desiring"  passen- 
ger will  be  responsible  for  seeing  that  Standby  Baggage  is 
removed  from  the  flight  and  delivered  as  appropriate. 

4.  When  baggage  removed  from  one  flight  is  to  be  put  on 
another  flight,   the  "Release"  stub  of  the  Standby  Baggage 
Tag  will  be  obtained  from  the  passenger  and  the  new  flight 
number  entered  on  it.     The  "Release"  stub  will  then  be 
delivered  to  the  Ramp  CSR  so  that  the  baggage  will  be 
identified  for  loading. 
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9.  8      ACCEPTING  AND  CHECKING  BAGGAGE       (Cont'd) 
9.  8.  5      Group  (VIP)  Baggage  Tag    -  Form  SP-344 

A,  General  Information 

1.  The  Group  (VIP)  Baggage  Tag,    Form  SP-344,   is  printed 
in  several  colors  to  identify  baggage  for  one  group  from 
baggage  from  another  group  when  2  or  nnore  groups  are 
traveling  on  the  same  flight.     The  letters  "VIP"  on  each 
tag  identify  it  as  requiring  special  handling. 

2.  The  tag  is  designed  for  online  use  only  and  is  to  be  used 
with  large  groups  (10  or  more);  e.g.  ,   athletic  teams, 
organized  tours,   etc.     The  tag  may  be  used  for  -mailer 
groups  to  accommodate  special  requests  or  at  the  dis- 
cretion of  the  supervisor  but  should  not  be  used  indiscri- 
minately   when  small  groups  are  traveling  together. 

B.  Preparation  of  Group  Baggage  Tag 

1.       The  Group  Baggage  Tag  provides  an  area  on  the  back  of 

the  tag  for  entering  the  name  the  group  is  traveling  under;  e. 
UCLA  band,   Jefferson  PTA,   etc.     This  entry  must  be 
made  on  all  tags  regardless  of  whether  one  or  more  groups 
are  on  the  same  flight. 


SEE  SAMPLE  GROUP  BAGGAGE  TAGS   ON  OPPOSITE   PAGE 
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9.8.5  Group  (VIP)  Baggage  Tag  -  Form  SP-344   (Cont'd) 
Sample  Group  Baggage  Tags 

Direct  Flight 


Jones  Tour  Traveling 
WA  506  -  lAX/MSP 


Online  Connection 

Jefferson  PEA  Traveling 

WA  116  -  LAX/SLC 
WA  412  -  SLC/RAP 


Hora 


"ION  FL 


FUGHT  NUMBER 
:00M  NUMBER 


NAME  OF  GROUP      ~      ~ 


llkiiife 


DESTINATION 


KT NUMBER 


^= ^7i 


ROOM  NUMBER 
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9.  8     ACCEPTING  AND  CHECKING  BAGGAGE       (Cont'd) 
9.  8.  6     Special  Handling  Baggage  Tag  (SP-2  51  REV) 

A.  General  Information 

1.  The  Special  Handling  Baggage  tag  is  printed  on  yellow  stock 
with  red  lettering  plus  diagonal  red  lines  across  the  front 
and  back  of  the  tag  to  assist  in     identifying  it  as  a  special 
tag.     It  is  designed  for  online  use  only, 

2,  The  purpose  of  the  tag  is  to  identify  a  bag  upon  which  ex- 
cess   valuation  has  been  declared  and  purchased. 

NOTE;      Descriptive  terminology  should  never  be  placed 
on  a  bag  or  bag  tag  to  indicated  excess  valuation 
has  been  purchased.     The  use  of  the  Special 
Handling  tag  will  serve  this  purpose, 

B.  Preparation  of  Special  Handling  Baggage  Tag 

1,  The  front  of  the  strap  check  portion  of  the  Special  Handling 
tag  will  be  conripleted  in  accordance  with  examples  on  the 
following  page, 

2,  The  reverse  side  of  the  tag  contains  an  area  for  entering 
pertinent  related  instructions  for  handling  and  disposition 
at  destination;  e.  g.  , 

a.  Do  not  deliver  to  normal  claim  area; 

b.  Deliver  to  Supervisor;  etc. 


SEE  SAMPLE  SPECIAL  HANDLING  BAGGAGE  TAG  ON  OPPOSITE   PAGE 
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9.  8     ACCEPTING  AND  CHECKING  BAGGAGE       (Cont'd) 
9.6.6     Special  Handling  Baggage  Tag  (SP-2  51  REV) 
Exannple  (Special  Handling  Baggage  Tag) 
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9.  9     INTERUNE  BAGGAGE  TRANSFER 
9.  9.  1      General  Information 

A.  The  delivering  carrier  is  responsible  for  delivering  interline 
connecting  checked  baggage  to  the  receiving  carrier  when 
connection  is  made  at  the  same  airport. 

B.  Transfer  stubs  of  the  Standard  Interline  Baggage  Tag  will  be 
removed  by  the  receiving  carrier  and  retained  for  a  minimum 
of  15  days  as  a  record  of  handling. 

C.  Industry  regulations  forbid  the  use  of  any  tags,   stamps,    or 
notations  referring  to  any  damaged  condition  of  baggage  at 
time  of  receipt  at  the  interline  connecting  point  or  referring 
to  a  named  carrier  as  being  responsible  for  mishandling  or 
late  delivery  of  baggage. 

9.9.2      Preparation  of  Standard  Interline  Baggage  Tag,   Form  SP-48 

A.  Baggage  to  be  checked  for  an  interline  connection  will  be  tag- 
ged with  a  Standard  Interline  Baggage  Tag,   Form  SP-48. 

B.  Check  baggage  and  collect  any  excess  or  valuation  charges  as 
required. 

C.  Enter  flight  information  per  examples  using  ball  point  pen  in 
large,   legible,  print.     Start  from  the  bottonn,  finishing  with 
the  final  carrier,   flight  number  and  destination  at  the  top. 

Examples    -  See  next  page. 

D.  Enter  CSR's  initials  in  upper  right-hand  corner  of  strap  tag. 

E.  Enter  by  check  mark  or  brief  explanation,   any  damage  to 
baggage  noted  and  call  to  passenger's  attention. 

F.  Present  Claim  Check  to  passenger. 

G.  Forward  checked  baggage  to  proper  flight. 
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'1.9      INTERLINE  BAGGAGE  TRANSFER       (Cont'd) 

9.9.2      Preparation  of  Standard  Iiiterline    Baggage  Tag,    Form  SP-48 
(Cont'd) 


Exannples: 

Passenger  traveling 
WA  472  -  PHX/DEN 
CO   146.    DEN/MKC 


Passenger  traveling  WA  474 
SAN/ DEN;  WA  56  -  DEN/BIL; 
NW   109    -  BIL/MSO 


WESTERN  AIRLINES 


FIKAL  DESTINATION 


IN^ 


AIRLIN^     A        FLIGHT 


Go 


i^C. 


WA  28-40-31 


TO 


:^e 


>^\J£1^ 


V\A 


47^ 


THIS     IS    NOT    THE    lUCGACE    TICKET     (lACCAtE    CHECK! 
DESCRIBED    8»    ARTICLE    4    OF   THE  WARSAW    CONVENTION 


TO 


INTERLINE    BAGGAGE    CLAIM    TAG 
Blggige    checked    subiecf    to    tatills,    including 
limitations   of   liability  therein   contained. 


WA  11-90-16 


TO 


"^ILL/AicbS 


AIRLINE  A  FLIGHT 

vJa        sl> 


THIS     IS     NOT     THE     lUCGAv!     IICKEI     |BACC»Ci      aitl 
DESCRliEO    Sr    ARTICLE    4    0(    IHE     ..A8>,«.'.    CN/i':' 


TO 


^(2 


3t^ji^/L 


AIRLINE  4  FLiGHT 


v/a 


AI4 


IHTERLiNC    3,">-,-GE    CLAIM    TAG 
re    ch-:kcd    ;u'.;r;t    t^    t--;fts.    includ.ng 
tcl'ons    ot    liability    thLrcin    contained. 
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9.  10      Special  Handling  of  Baggage  Items  Q(her  Than  Hand  Luggage 
9.  10.  1         General  Information 

A.  Certain  items  which  qualify  as  baggage  under  tariff  rules 
do  not  fit  the  general  description  of  baggage  (hand  luggage). 
Such  items  might  be  cardboard  cartons,   wooden  boxes, 
baskets,    etc.,   or  guns ,   fishing  rods,    golf  clubs,    etc. 

B.  Because  of  their  nature  or  appearance,   these  items  require 
other  than  normal  handling  to  avoid  loss,    theft,    or  delay. 

C.  Sports  Equipment  will  always  be  loaded  on  top  of  other 
baggage  or  cargo  in  order  to  reduce  possibilities  of  damage. 

D.  In  cities  where  the  Self-Claim  system  is  used  for  disbursement 
of  baggage.  Sports  Equipment  or  other  personal  belongings  not 
in  containers  and  of  apparent  value--such  as  bags  of  golf  clubs, 
etc.  --will  not  be  delivered  to  the  Self-Claim  area. 

1.  Passengers  who  check  items  of  this  sort  will  be  advised 
to  present  Claim  Checks  to  a  Porter  or  a  WA  CSR  at 
destination. 

2.  At  the  destination  city,    baggage  CSR's  will  place  these 
items  in  an  area  adjacent  to  the  Self-Claim  area,   but 
in  an  area  not  available  to  the  general  public.     Porters 
or  WA  CSR's  assigned  to  the  Claim  area  will  be  alerted 
to  the  presence  of  these  special-handling  items. 

9.10.2      Identification  of  Boxes,   Cartons,   Etc.,   as  Baggage 

A.  Where  passengers  present  as  baggage  packages  or  cartons 
which  could  become  mistaken  for  mail,   freight,   or  express, 
a  pressure-sensitive  "BAGGAGE"  tag  (Form  SP-270)  will 
be  affixed  to  the  article  to  distinguish  it  from  cargo  ship- 
ments. 

B.  Check-in  CSR's  will  complete  all  entries  on  the  form,    including 
entry  of  the  destination  on  the  "Claim"  portion  before  affixing 
the  balance  of  the  form  to  the  article  or  package. 

C.  Form  SP-270  will  serve  the  dual  purpose  of  identifying  and 
routing  the  article  as  baggage. 
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9.  10     Special  Handling  of  Baggage  Itema  Other  Than  Hand  Luggage       (Cont'd) 


9.  10.  3      Use  and  Sale  of  Gun  Boxes 

A.     In  the  absence  of  an  owner's  protective  case,   Western  Air  Lines 
has  available  for  sale  "gun  boxes"  which  offer  sufficient  protec- 
tion to  withstand  extreme  handling  conditions.     The  box  size  is 
approximately  4"  x  10"  x  48",   and  has  a  place  on  top  for  the  owner 
to  stencil  or  print  his  name  and  address. 


r 


B.  The  box   is  closed  and  locked  by  pushing  the  three  cardboard  fin- 
gers through  the  holes  provided.     Although  the  box  is  closed  easily, 
it  is  difficult  to  open.     Advi  se  the  customer  that  if  caution  is  used 
in  removing  the  three  fingers  from  their  inserts,   the  box  should 
last  indefinitely. 

C.  The  baggage  tag  is  to  be  attached  through  the  circular  hole  on  the 
front  of  the  box.     Do  not  use  tape  of  any  kind  to  affix  the  bag  tag. 
Do  not  use  the  self-adhesive  baggage  identification  label  on  the 
boxes,   as  it  is  difficult  to  remove.     Personnel  should  be  familiar 
enough  with  the  box  to  identify  it  as  checked  baggage. 

D.  Western  Air  Lines  will  sell  each  box  for  $2.50,   plus  appUcable 
sales  tax.     (For  tax  rates  by  State,   see  Passenger  Manual  9.  H.  5A). 
All  sales  are  final  and  no  provisions  will  be  made  for  return  or 
refund.     All  sales  of  boxes  are  to  be  recorded  on  the  Special  Service 
Ticket.     (See  Sample  Ticket). 


SAMPLE  TICKET: 


SOLD  SUBJECT  TO  TARIFF  RCOULAT10NS 


/>;«    /yj^lLy 


SPECIAL  SERVICE 
TICKET 


i46t  aaao  W«  *UUM 


6-on    g£>y 


SAGGASe:  Q     EX.     Q    A/F 


D" 


PGRAOING 


D 


AUDirors 

COUPON 


017:10?  ;977i776 


WSlb 


^ 


,50 


J3 


2'^^ 


017    107977776     A 


V 
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9.  10     Special  Handling  of  Baggage  Items  Other  than  Hand  Luggage       (Cont'd) 

9.  10.4      Use  of  the  Clear  Plastic  Ski  Container 

A.  Western  Air  Lines  provides,   at  no  cost  to  the  customer,   a 
clear  plastic  container  into  which  a  pair  of  skis  and  poles 
will  fit.     The  container  becomes  the  property  of  the  customer. 

B.  These  containers  come  in  one  roll  per  box,    50  bags  per  roll, 
with  perforation  between  each  container  for  ease  of  removal. 
With  each  box  is  a  supply  of  wire  twists  which  serve  as  a 
closing  device  for  the  open  end  of  the  container. 

9.  10.  5      Wig  Boxes 

A.  A  customer's  wig  box,   which  cannot  be  carried  onboard  because 
it  exceeds  the  underseat  dimensions,   will  be  checked  baggage. 

B.  Because  of  their  fragile  nature,   wig  boxes  must  be  checked  at 
"owner's  risk".     Every  effort  should  be  made  to  handle  with 
care  to  avoid  the  possibility  of  damage. 
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9.11   Carriage  of  Live  Animals 


9.11.1   General  Information 


A.   Birds,  dogs,  and  domestic  cats,  will  be  the  only  live  animals  accepted  as  baggage 
for  transportation  on  Western  Air  Lines,  subject  to  the  conditions  stated  herein. 

9.11.2  Carriage  of  Birds 

A.  Small  household  birds,  if  confined  in  a  suitable  container  capable  of  being  stowed 
beneath  the  seat,  may  be  carried  in  the  passenger  cabin  at  no  charge  to  the  passen- 
ger. 

B.  Large  birds  in  containers  capable  of  withstanding  normal  baggage  handling  may  be 
carried  as  excess  baggage  or  air  freight. 

9.11.3  Dogs  Trained  to  Lead  the  Blind 

A.  Western  Air  Lines  will  accept  for  transportation,  without  charge,  a  dog  trained  to 
lead  the  blind,  when  it  accompanies  a  passenger  with  impaired  vision  who  is  depen- 
dent upon  such  dog. 

B.  The  dog,  properly  harnessed,  will  be  permitted  to  accompany  the  passenger  into  the 
cabin  but  will  not  be  permitted  to  occupy  a  seat. 

9.11.4  Carriage  of  Accompanied  Dogs  and  Cats 

A.  Dogs  and  cats  will  be  accepted  for  online  transportation  only,  under  certain  circum- 
stances, as  an  added  special  service  to  customers.  All  personnel  who  will  have 
contact  with  such  possible  customers  will  be  familiar  with  the  conditions  of  carriage 
of  cats  and  dogs. 

NOTE:   Compliance  with  the  OFFICIAL  AIR  CARGO  TARIFF  CIRCULAR  NO.  1-A,  containing 
federal  and  state  laws,  rules  and  regulations  governing  transportation  of 
dogs  and  cats  is  mandatory.  A  copy  of  this  circular  is  available  at  all 
Western  Cargo  offices. 

B.  Owners  of  bulldogs  should  be  advised  to  tranquilize  them  for  a  more  comfortable 
flight.   This  breed  has  a  high  mortality  rate  because  of  their  limited  breathing 
capacity. 

C.  Carriage  of  dogs  and  cats  are  subject  to  the  following  conditions: 

1.  Such  animals  must  be  confined  in  a  cage,  kennel,  or  container  acceptable  to 
Western. 

2.  Such  animals  must  be  carried  in  the  cargo  compartment  of  the  aircraft. 
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9.11   Carriage  of  Live  Animals   (Cont'd) 

9.11.4  Carriage  of  Accompanied  Dogs  and  Cats   (Cont'd) 

3.  When  forwarded  as  "baggage"  the  animal  and  the  container  will 
be  subject  to  charges  for  excess  baggage  rates,  regardless  of 
other  baggage. 

4.  A  storage  charge  of  $2.00  per  day,  or  fraction  of  a  day,  will 
be  made  during  the  time  the  animal  is  uncalled  for,  such  charge 
to  conmence  to  accrue  6  hours  after  arrival  at  destination. 

5.  When  carried  as  baggage,  must  be  accompanied  by  a  passenger. 

9.11.5  Type  of  Kennels 

A.   In  the  absence  of  an  owner's  kennel.  Western  Air  Lines  has  available  for 
sale  kennels  of  various  sizes  for  the  carriage  of  dogs  and  cats.   The 
kennel  is  constructed  of  heavy  plywood,  finished  in  lacquer,  has  good 
ventilation,  and  is  equipped  with  a  chemically  treated  cardboard  liner 
on  the  floor  to  absorb  moisture.  The  door  is  fastened  with  a  hasp-type 
lock  to  prevent  escape  and  slides  up  and  down  within  its  own  track. 
This  is  a  very  attractive  kennel  which  can  be  used  numerous  times  and 
is  acceptable  by  most  other  carriers.   Kennels  are  available  for  pur- 
chase in  the  following  sizes: 


MODEL 

DIMENSIONS 

No.  1 

12"  X  15"  X  18 

No.  2 

15-V  X  17"  X 

No.  3 

19"  X  19"  X  26 

No.  4 

22"  X  24"  X  35 

No.  5 

24"  X  30"  X  40 

No.  6 

30"  X  36"  X  48 

24' 


WEIGHT  EMPTY 

COST 

10  lbs. 

$  15.00* 

15  lbs. 

17.00* 

20  lbs. 

19.00* 

30  lbs. 

22.00* 

40  lbs. 

27.00* 

60  lbs. 

43.00* 

*Plus  applicable  sales  tax  in  the  states  and  cities  (airport  location 
only)  as  shown  on  the  opposite  page. 


NOTE:   The  number  6  kennel  will  fit  into  all  aircraft  except  the 
Boeing  737. 
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9.11   Carriage  of  Live  Animals   (Cont'd) 
9.11.5  Type  of  Kennels   (Cont'd) 

STATE  CITY 


H 


Arizona 
California 

Colorado 
Hawa  i  i 
Idaho 
Minnesota 
Nevada 
South  Dakota 


Utah 

Washington 

Wyoming 

British   Columbia 


All    cities    except   Oakland 
Oakland 


Rapid  City 

Sioux  Falls 

Pierre 


4% 

b\X 

67„ 

67„ 

47= 

3% 

47o 

3^. 

5%% 

57o 

47o 

5.37o 

37o 

5% 


"Tuttle  Kennels"  or  aluminum  kennels  of  the  same  type  owned  by 
the  shipper  may  be  used  when  inspected  prior  to  carriage  and 
determined  to  be  clean  and  satisfactory  in  every  way.     Only  trans- 
portation charges  will  be  applicable  when  privately  owned  kennels 
are  used. 

The  station  originating  a  shipment  will  be  responsible  for  deter- 
mining that  a  kennel  of  the  desired  size  will  be  available  when 
needed.     Kennels  are  assigned  to  all  stations.     Supplies  are 
maintained  through  ordering  procedures  described  in  the  Air 
Freight  Section  of  the  Cargo  Manual. 


9.  11.  6      Shipment  of 


'S  and  Cats  to  Hawaii 


Dogs  and  cats  originating  from  the  United  States  Mainland  and 
all  other  countries,    except  Australia,    New  Zealand  and  the 
British  Isles  shall,   upon  arrival  and  prior  to  entry,    be  confined 
in  the  animal  quarantine  station,   Honolulu,    for  a  period  of  120 
days,   or  for  such  longer  period  as  the  State  Veterinarian  shall 
deem  necessary.  There  is  no  waiver  of  quarantine  for  seeing  eye  dogs. 


B.  Dogs  completmg  quarantine  may  be  transferred  between  islands 

only  by  carriers  operating  within  the  state  area. 
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9.11   CARRIAGE  OF  LIVE  ANIMALS   (Cont'd) 

9.11.6  Shipment  of  Dogs  and  Cats  to  Hawaii   (Cont'd) 

C.  There  is  only  one  quarantine  station  in  the  Islands  and  this  is  at  Honolulu. 
Dogs  and  cats  should  not  be  boarded  on  direct  flights  to  Hilo. 

D.  The  fees  for  the  120-day  quarantine  period  are  currently  $234.00  for  dogs 
and  $192.00  for  cats,  plus  a  $10.00  entry  fee  and  any  hospitalization  or 
veterinarian  fees  that  might  arise  during  the  period.   Such  fees  should 
not  be  collected  along  with  transportation  charges  because  this  naist  be  a 
transaction  between  the  pet  owner  and  the  State  Animal  Quarantine  Group 

at  HNL.   Stations  originating  dog/cat  shipments  to  HNL  must  be  certain  that 
only  transportation  charges  are  prepaid;  and  if  the  animals  are  handled  as 
excess  baggage,  the  name  of  the  owner  or  accompanying  passenger  must  be 
attached  to  the  kennel. 

E.  Transit  or  visiting  dogs/cats  remaining  in  Hawaii  less  than  120  days  are 
charged  $10.00  entry  fee  plus  $1.95  per  day  for  dogs,  $1.60  per  day  for 
cats.   They  must  remain  in  quarantine  during  the  entire  period. 

F.  The  accompanying  person's  name  and  a  contact  such  as  hotel  name,  phone 
number,  etc.,  must  be  attached  to  the  kennel. 

9.11.7  Shipment  of  Dogs  and  Cats  to  and/or  From  Mexico 

A.   Passengers  taking  or  shipping  dogs  or  cats  to  or  from  Mexico  should  be 
advised  of  the  documents  required  as  described  in  4.3.7  of  this  Manual. 

9.11.8  Transportation  Charges  and  Methods  of  Shipping 

A.  When  dogs  or  cats  are  carried  as  excess  baggage,  no  free  allowance  is 
considered  and  the  animal  and  container  will  be  assessed  at  200%  of  the 
regular  excess  baggage  charges  per  piece.  The  passenger  must  accompany 
the  animal  on  the  same  flight  on  which  it  is  shipped  as  excess  baggage. 

1.  On  the  excess  baggage  ticket,  in  the  space  to  the  left  of  the  "Total 

Charges,"  show  "Kennel  $ ,  tax  (sales)  ."  This 

total  collection  is  to  be  included  in  the  total  payment,  and  the 
amount  collected  is  to  be  reported  on  the  Ticket  Sales  Report  in  the 
regular  manner.   (See  Ticketing  Manual,  subject  9.1,  Sales  Reporting.) 
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9.11   Carriage  of  Live  Animals   (Cont'd) 

9.11.8  Transportation  Charges  and  Methods  of  Shipping   (Cont'd) 

B.  When  carried  as  air  freight,  the  total  weight  of  the  animal  and  container 
will  determine  the  charges  to  be  made.  Minimum  charges  shownip  the  air 
freight  tariff  will  apply.  A  premium  (exception)  rate  of  J*S?^of  the 
general  commoditj       ill  be  charged  except  as  follows:  //^^^ 

1.  ^Between  S^A"  arKi  points  in  Alaska,  andJ>fit»feefiT)oints  within  Alaska 

the  ^ranfium  rate  is  13Si.     - -  • — 

2.  Between  ITO/HNL  and  LAX/OAK/ONT/SAN/SFO  the  premium  rate  is  100%. 

SiZ/r^/flrpm^^ka  cnc^9i^aH^£T6m   othw^-'than  tiio*ejpi|its^na5P<i|in  #1^ 
'ijta(nd^*2a56ve',  the  prea?im  T^^^^l^)^^-fXkf/f^'~'^'  ^--^  "-  ^ 

C.  Kennels  may  be  shipped  as  excess  baggage,  counter  air  freight,  or  air 
freight.  Preference  will  be  given  to  a  kennel  where  the  customer  will 
travel  with  the  animal. 

D.  Reservations  personnel  normally  handling  passenger  traffic  primarily-- 
and  thus  not  familiar  with  air  freight  rates— will  refer  customers  to 
the  Air  Freight  function  at  the  local  Western  Air  Lines  airport  station 
for  complete  details. 

E.  Passengers  or  shippers  will  be  advised  to  arrive  at  the  airport  one  hour 
before  flight  time  to  allow  sufficient  time  to  complete  check-in  and 
details  required  for  shipment  of  cats  and  dogs. 
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9.  12.  Counter  Airfreight  Shipments 
9.  12.  1      General  Information 

A.  As  a  convenience,   Western  Air  Lines  will  accept  from  passengers 
at  time  of  flight  check-in  at  Airport  Ticket  Counters  certain  items 
which  the  passenger  wishes  to  transport  as  Air  Freight  on  the  same 
flight. 

B,  Items  which  the  passenger  wishes  to  forward  may  include  baggage, 
hunting  rifles,    sample  cases,    dogs,    cats,   toolboxes,   or  any  ar- 
ticles which  are  otherwise  acceptable  under  tariff  rules, 

9.12.2      Limitations 

A.  Counter  Air  Freight  will  be  accepted  only  for  online  travel 
over  domestic  and  international  routes. 

B.  All  shipments  will  be  handled  on  a  PREPAID  basis. 

C.  Shipments  valued  by  the  passenger  in  an  amount  greater  than 
$1,  000.  00  (U.S. )  will  not  be  accepted  as  Counter  Air  Freight. 
Such  shipments  will  be  handled  only  through  regular  Air  Freight 
procedures   and  where  Air  Freight  is  normally  received,    or 
handled  as  excess  baggage, 

D.  On  international  flights,   any  unused  free  baggage  allowance 
weight  cannot  be  used  as  a  weight  credit  against  a  Counter 
Air  Freight  shipment  for  the  purpose  of  reducing  the  appli- 
cable Air  Freight  charge. 

EXAMPLE;     A  passenger  on  an  international  flight  has  two 
pieces  of  baggage,    each  weighing  30  pounds, 
and  wishes  to  ship  one  bag  as  Air  Freight. 
He  must  pay  the  rate  applicable  to  30  pounds 
of  Air  Freight. 

NOTE:  Where  there  is  only  one  piece  to  be  shipped, 

it  nnust  move  either  as     1)  baggage,    or    2) 
as  Air  Freight   at  the  rate  applicable  to  either 
classification. 
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9.12     Counter  Alrfrelgtit  Shipments      (Cont'd) 
9.12.2     Limitations      (Cont'd) 

E.         If,    because  of  size  or  weight  of  the  shipment,   there  is  any 

question  as  to  whether  or  not  the  shipment  can  be  carried  on 
the  same  flight  as  the  passenger,   a  check  will  be  made.     If 
checking   reveals  that  space  is  not  available,   the  passenger 
will  be  so  advised. 

1.  On  domestic  flights,    Counter  Air  Freight  may  be  accepted 
for  a  later  flight  if  agreeable  to  the  passenger. 

2.  On  international  flights.    Counter  Air  Freight  will  not  be 
accepted  for  a  later  flight.     It  is  mandatory  that  Counter 
Air  Freight  accompany  the  passenger  on  an  international 
flight   or  be  processed  as  a  regular  Air  Freight  shipment 
under  applicable  procedures. 

9.  1Z.3      Rates 

A.  Each  office  will  prepare  and  maintain  a  Quick  Reference  Chart 
of  rates  to  online  destinations,   based  on  current  Air  Freight 
tariffs. 

B.  Remote  Reservations  Offices  will  secure  Quick  Reference 
Charts  from  the  local  WA  Air  Freight  Office  so  that  rates 
may  be  quoted  to  customers  requesting  Counter  Air  Freight 
information. 

9.  12.4      Ticketing  and  Accounting  Procedures 

A.         Form  of  Payment 

1.  All  shipments  will  be  prepaid. 

2.  Payments  will  be  made  by  cash,    check,   authorized 
credit  card*,    or  by  GBL  or  GTR. 

*WAL  Travelcard,   American  Express,    BankAmericard, 
Mastercharge  (and  any  Interbank  card).    Carte  Blanche, 
Diners'  Club,   American  Torch  Club,    First  National 
Bank  of  San  Jose,   Select  Credit,   and  UATP.     In  Mexico, 
Bancomer,   Banc-O-Matico  and  Carnet. 
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9. 12   Counter  Airfreight  Shipments   (Cont ' d) 

9.12.4  Ticketing  and  Accounting  Procedures   (Cont'd) 
B.   Ticketing 

1.  Use  Form  017:107,  Special  Service  Ticket  for  charges. 

2.  Make  appropriate  entries  as  outlined  in  Chapter  1,  Section  1.3  of 
the  Western  Air  Lines  Ticketing  Manual. 

3.  Handle  accounting  on  daily  ticket  report  in  the  saune  manner  as  other 
tickets. 

9.12.5  Liability  Limitations  and  Excess  Valuation  Charges 

A.  Counter  Air  Freight  will  be  limited  to  a  liability  of: 

1.  50  cents  per  pound  or  $50.00,  whichever  is  greater,  for  domestic 
routes,  and 

2.  $9.07  per  pound  ($20.00  per  kilogram)  for  international  routes. 

B.  When  a  passenger  places  upon  counter  Air  Freight  a  valuation  in  excess  of 
the  limitations  in  A.  above.  Western  will  accept  such  counter  air  freight 
for  transportation  provided: 

1.  Valuation  does  hot  exceed  $1000.00,  and 

2.  Passenger  pays  an  additional  charge  of  10  cents  for  domestic  travel 
and  40  cents  for  international  travel  for  each  $100.00,  or  portion 
thereof,  which  is  above  the  applicable  limitation. 

C.  The  U.  S.  General  Accounting  Office  suggests  an  automatic  valuation  of  at 
least  $250.00  on  any  GTR  shipment. 

9.12.6  Tagging  Counter  Air  Freight  Shipments 

A.  Use  Form  SC-231  ONLY.  Regular  destination  Baggage  Tags  will  not  be  used 
since  liability  differs  between  articles  shipped  as  baggage  and  articles 
shipped  as  Air  Freight. 

B.  Form  SC-231  is  printed  in  black  ink  on  white  stock  and  will  require  the 
following  entries  and  handling: 

1.  In  the  large  circle  enter  the  3-letter  city  code  for  the  destination 
to  which  the  shipment  is  being  checked. 

2.  Enter  flight/date. 

3.  Enter  total  pieces  and  total  weight. 
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9.12  Counter  Airfreight  Shipments   (Cont ' d) 

9.12.6  Tagging  Counter  Air  Freight  Shlmnenta   (Cont'd) 

4.  Where  an  online  transfer  is  involved,  enter  the  originating  flight 
number  and  transfer  city  code  at  the  bottom  of  the  strap  tag  in  areas 
provided  and  connection  flight  number  and  final  destination  in  the 
top  areas. 

5.  Attach  strap  check  to  article  by  string,  where  possible,  or  utilize 
two  pressure-sensitive  Form  SP-270  "Baggage  Stickers"  to  secure  the 
Counter  Air  Freight  Shipment  Tag,  Form  SC-231,  to  the  package  or  box. 

C.  Shipments  will  be  delivered  to  normal  baggage  claim  area. 

D.  Sample.  SC-231.  Counter  Air  Freight  Shipment  Tags 


Customer  Traveling 
WA  603  LAX/DEN 


Customer  Traveling 
WA  64  LAX/SLC 
WA  672  SLC/DEN 


TOTAL    PIECES 
AND  WEIGHT 


COUNTER  AIH  FREIGHT   SHIP.   TAG 
cbuNTEl  SalnnGHT  CTJUMCHEClT 


^BN^eL 


^^  Mfesisni/Urf/nes 

1-14-24 


FUGHT/DATE 


'^e/sl  YX 


14r25 

AND   WEIGHT  ^        '    i  G3 


TOTAL    PIECES 


K^R^  r°"^y 


COUNTER   AIR   FREIGHT   SHIP.    TAG 
COUNTER  AW  fBaGHf  CLALM  CTEcic 

jg  IWBStem>llrf/iie« 

1-14-25 
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BAGGAGE 


9.13   "SPEED-PAK  SERVICE  CSPS)" 

9.15.1  General  Information 

A.   As  a  special  service  for  our  customers.  Western  Air  Lines  provides  the  ability 
for  a  customer  to  bring  a  shipment  to  a  baggage  check-in  counter,  pay  the  ap- 
plicable tariff  rate,  and  send  the  shipment  to  someone  in  another  city  who  may 
pick  up  the  shipment  at  the  baggage  claim  area.   (Tariff  Ref.  "Small  Package 
Tariff"  No.  SP-6). 

9.13.2  Restrictions 

A.  Shipments  will  be  restricted  as  to  weight,  size,  and  commodities  to  allow  time 
to  be  carried  through  our  baggage  conveyor  systems. 

B.  The  packages  are  not  to  exceed  fifty  (SO)  pounds,  and  ninety  (90)  inches  in 
girth,  i '  •  -  '  A  /.  /  -   •  •  c.  "  '  ^  .     J  ' 

C.  Perishables  and  live  animals  are  not  acceptable. 

D.  More  than  one  package  may  be  accepted  as  one  shipment  provided  the  pieces  are 
banded  together  and  do  not  exceed  the  limit  of  weight  and  girth. 

E.  Hazardous  materials  i  ■  ed  in  the  Restricted  Articles  Tariff  No.  6D,  may  not  be 
accepted  for  Speed-Pak  shipment.  F.A.A.  regulations  require  that  such  shipments 
carry  Hazardous  Materials  warning  labels,  as  shown  in  9.13.10.   Such  items  will 
be  referred  to  the  Air  Freight  office  and  may  be  carried  as  Air  Freight. 

9.13.3  Acceptance  and  Labeling 

A.  The  accepting  CSR  will  insure  the  package  contains  shipper's  and  consignee's 
name  and  address. 

B.  The  "red"  triangular  shaped  self-adhesive  (SPS)  label,  Form  SC-576,  will  be 
applied  to  the  package  and  entries  made  for  flight  and  destination. 

C.  In  cases  where  the  shipment  is  very  small,  the  item  will  be  placed  into  a  mesh 
type  bag  provided  for  this  purpose.   So  that  ramp  personnel  will  know  the  flight 
and  destination  for  a  shipment  in  a  mesh  bag,  attach  a  baggage  tag  for  the  ap- 
propriate destination.   The  claim  check  portion  is  to  be  destroyed,  as  the 
baggage  tag  is  being  used  only  for  flight  information  and  destination. 

D.  Those  copies  of  the  Speed-Pak  Service  Ticket,  Form  AA-281,  which  must  accompany 
the  shipment  should  be  placed  in  an  SPS  envelope.  Form  SC-637.   When  using  a 
mesh  bag,  this  envelope  should  also  be  used  for  the  same  purpose,  leaving  the 
protective  backing  intact  and  placed  inside  the  mesh  bag. 
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9.1  J  "SPEED-PAK  SERVICE  (SPSV   (Cont'd) 

9.13.4  Rates  and  Liability  Limitations 

A.  The  tariff  rates  are  flat  rates  between  certain  city  pairs,  depending  on 
distance.   Charges  are  the  same  regardless  of  shipment  weight.   Each  location 
should  make  a  quick  reference  for  rates  and  tax  from  its  location  to  other 

WA  cities. 

B.  Limitation  of  liability  for  SPS  shipments  is  the  same  as  for  domestic  baggage, 
i.e.,  $500.00  maximum  per  shipment. 

C.  Excess  valuation  cannot  be  declared. 

9.13.5  Ticketing 

A.   Issue  a  Speed-Pak  Service  Ticket,  Form  AA  281,  as  outlined  In  Ticketing 
Bulletin  No.  102  and  Supplement  to  Ticketing  Bulletin  No.  102. 

9.13.6  Reporting 

A.   Special  Service  Tickets  issued  for  this  service  will  be  listed  in  serial 

number  sequence  on  the  Ticket  Agent's  Report,  Form  AA-3,  in  the  normal  manner. 
Include  auditor's  coupons  for  tickets  paid  by  cash  with  "Cash"  count  and 
auditor's  coupons  for  tickets  requiring  direct  billing  with  "Other  Non-Cash" 
count.   In  the  center  column  of  the  Form  AA-3,  and  below  the  word  "Other," 
create  a  special  entry  labeled  "SPS"  and  enter  the  total  amount  of  charges, 
not  including  tax.   Make  a  separate  entry  for  tax  labeled  "SPS  Tax. 

9.13.7  Arriving  Shipments 

A.  At  destination  city  the  shipment  will  be  delivered  to  the  baggage  claim  area. 

B.  The  consignee  must  identify  himself  as  being  the  proper  recipient  of  the  ship- 
ment.  Identification  may  be  business  card,  driver's  license,  company  badge, 
or  a  letter  of  authority. 

C.  The  delivery  CSR  will  remove  the  Special  Service  flight  coupon  from  the 
package  and  obtain  the  consignee's  signature  in  the  lower  right-hand  corner. 
This  coupon  will  then  be  forwarded  to  Sales  Audit,  LAXAR,  along  with  the 
Ticket  Agent's  Report,  Form  AA-3. 

D.  The  "SPS"  mesh  bag  should  be  retained  for  future  use  and  forwarded  to  the 
baggage  check-in  area. 

E.  If  consignee  is  not  present  to  claim  shipment,  place  package  in  regular 
baggage  lockup  area  for  unclaimed  baggage. 

F.  If  package  is  not  claimed  within  24  hours,  it  will  be  forwarded  to  the  air- 
freight office  for  customer  contact  and  addition  of  storage  charges. 

G.  Pick-up  and  delivery  service  will  not  be  provided. 


1878 


WESTERN  AIR  LINES,  INC. 
PASSENGER  MANUAL 


9.13  "SPKED-PAK  SERVICE  (SPSV   (Cont'd) 

9.13.8  Weight  and  Balance  Information 

A.  The  baggage  makeup  area  CSR  will  convey  to  the  weight  and  balance  CSR  the 
total  number  of  pieces,  weight  and  destination  of  "SPS"  shipments. 

B.  "SPS"  shipments  will  be  shown  in  the  remarks  section  of  the  Cargo  Load 
Message  (CLM) . 

9.13.9  Authorized  Use  of  Speed-Pak  Service  for  Company  Material 

A.  There  are  times  when  a  piece  of  company  mail,  or  small  package.  Is  critically 
needed  and  expediting  the  item  as  fast  as  possible  from  one  location  to 
another  is  imperative.   Under  such  circumstances,  an  officer  of  the  company 
may  authorize  the  use  of  Speed  Pak  Service.   If  such  be  the  case,  all  the 
normal  tariff  rules  apply,  just  as  if  the  shipment  were  being  made  by  one 

of  our  customers. 

B.  When  an  officer  does  authorize  the  use  of  Speed  Pak  Service  for  company 
property,  the  appropriate  department  of  the  company  will  be  billed  for  the 
service  just  like  any  customers  availing  themselves  of  the  same  service. 
(For  clarification,  an  officer  is  any  person  holding  the  title  of  Assistant 
Vice  President  or  higher.)   In  completing  the  Special  Service  Ticket,  the 
shipper  will  be  shown  as  follows: 

Western  Air  Lines 
(Appropriate  Department) 
Location 
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9.13  "SPEED-PAK  SERVICE  (SPS)"   (Cont'd) 
9.13.10  Hazardous  Materlala  W«rninK  Labels 

All  restricted  articles,  other  than  items  classified  as  ORA  (other 
restricted  article),  require  special  labels  on  each  package.  These 
labels  are  color  coded  and  are  four  inches  high  and  four  inches  wide. 
The  lettering  is  in  bold  print  and  is  easily  identifiable.  The  shipper 
is  responsible  for  labeling  a  restricted  article  package  with  the 
appropriate  label. 


Some  examples!' 'V  */ 7'  'f  O    iJ^ 


'•r   C^, 


/ 


'V    ^- 
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9  BAGGAGE 

9.14   In-Bond  Baggage  Procedures 

9.14.1  Definition 

A.   Checked  baggage  arriving  from  outside  the  United  States  which  does  not 
clear  United  States  Customs  at  the  port  of  arrival,  but  instead  moves 
under  customs  supervision  to  another  port  for  clearance,  or  moves  through 
the  country  for  export,  is  termed  "In-Bond  Baggage".   This  baggage  may 
not  be  released  to  its  owner  or  his  agent  prior  to  written  release  by 
Customs . 

1.    In-Bond  baggage  is  identified  by  a  red  "Baggage  In  Bond"  tag,  WAL 
form  SP-243.   This  form  is  standard  among  all  carriers. 

9.14.2  Procedure  Implementation 

A.   A  passenger  wishing  to  have  his  baggage  clear  Customs  at  some  point  be- 
yond the  first  port  of  U.  S.  arrival,  or  to  transit  the  U.S.  should  notify 
Western  Air  Lines  at  YVR,  YYC,  MEX,  or  ACA. 

1.  In  lieu  of  the  normal  on  line  destination  baggage  tag,  or  interline 
tag,  SP-243  "Baggage  In  Bond"  tag  will  be  used.   All  entries  except 
those  calling  for  Customs  Manifest  Nuirfser  will  be  completed  by  the 
locations  mentioned  above. 

2.  An  International  Cargo  Manifest,  WAL  form  SP-CF-7509  (formerly  de- 
signated forms  SP-240  or  SP-296),  will  be  prepared,  using  a  separate 
sheet  for  each  ultimate  destination.  No  cargo  other  than  In-Bond 
Baggage  may  be  entered  on  these  particular  forms  7509.  Head  the  first 
column  "Manifest  of  In-Bond  Baggage",  then  follow  with  the  normal  en- 
tries required  by  the  form. 

3.  The  Cargo  Load  Message  will  carry  remarks  to  indicate  In-Bond  Baggage 
by  pieces  and  destination  for  inspection  or  transfer  for  outbound 
flight  to  a  foreign  destination. 

9.14.3  Action  by  First  Port  of  U.S.  Arrival 

A.   Prepare  Manifest  of  Baggage  Shipped  In-Bond,  Customs  form  7520  and  Customs 
form  7512-C  (IBM  computer  control  card)  as  required  by  Customs.   Since 
Western  personnel,  or  the  owner,  would  not  know  the  dutiable  value  of  the 
baggage  and  its  contents,  always  show  "unknown"  in  the  value  column  of  form 
7520.   This  entry  has  no  effect  upon  normal  carrier/passenger  baggage  liabi- 
lity relationship. 

1.  Transfer  the  Customs  assigned  7520  "Manifest  Number"  to  each  appropriately 
labeled  box  on  the  Baggage  In-Bond  strap  tag  affixed  to  each  piece  of  bag- 
gage. 

2.  Conclude  handling  of  the  inbound  SP-CF-7509  as  prescribed  by  Customs. 
In  any  event,  cross  reference  it  to  the  form  7520  Manifest  Number. 
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9.14 

In-Bond  Baggage  Procedures 

(Cont'd) 

9.14.3 

Action  by  First  Port  of  U. 

S.  Arrival 

(Cont'd) 

3.  Forms  7520,  7512-C,  and  when  applicable,  SP-CF-7509  will  be  placed 
into  an  "Airbill  Envelope",  Form  SC-67,  and  attached  to  the  bag- 
gage.  Only  the  Customs  clearance  city  will  be  entered  on  SC-67. 

4.  In-Bond  Baggage  must  never  be  loaded  in  containers  for  transportation 
between  two  U.  S.  points  due  to  potential  mishandling  incidental  with 
prompt  airplane  to  claim  area  delivery  of  containerized  baggage. 

5.  It  is  important  that  local  arrangements  be  made  with  Customs  to  insure 
the  expeditious  handling  and  forwarding  of  the  baggage  and  its  paper- 
work.  Develop  a  mutually  agreed  upon  and  understood  "routine"  to  fol- 
low.  Avoid  procedural  slow-ups  which  would  cause  the  passenger  and 
his  baggage  to  become  separated. 


jage  for  which  no  prior  In-Bond  arrangements  have  been  initiated  may  be 
placed  In-Bond  by  tne  Port  of  Entry  when  Customs  or  the  passenger  defers 
clearance  to  another  point  within  the  U.S.;  or  in  the  case  of  a  passenger 
transiting  the  U.S.,  special  handling  is  required  for  part  or  all  of  the 
baggage  because  it  contains  items  which  would  be  subject  to  special  Customs 
restrictions  or  requirements,  as  determined  at  time  of  Customs  inspection 
at  the  airport  of  entry. 

1.   In  these  cases,  replace  the  normal  strap  tag  with  a  Baggage  In-Bond  tag, 
exchanging  claim  stubs  with  the  passenger.   Prepare  forms  7520  and  7512- 
C  in  the  normal  manner,  and  proceed  with  the  onward  carriage,  or  inter- 
line transfer,  in  a  manner  determined  to  be  satisfactory  with  Customs 
locally. 

9.14.4  Transfer  of  In- Bond  Baggage 

A.  Procedures  for  handling  interline  In-Bond  Baggage  are  set  forth  in  Trade 
Practice  Manual,  Appendix  A,  Resolution  115.30. 

B.  Intraline  transfer  requires  no  special  attention  other  than  it  must  be 
free  loaded,  rather  than  containerized,  and  any  Baggage  In-Bond  transfer 
stub  applicable  to  the  inbound  flight  segment  should  be  completed,  removed, 
and  filed  for  two  years. 

9.14.5  Final  Destination,  if  Within  the  U.S. 

A.    Deliver  the  baggage  to  Customs  at  the  port  indicated  on  the  red  Baggage  In- 
Bond  strap  tag.   Remove  the  "Record  of  Disposition"  portion  of  the  tag,  make 
appropriate  entries,  and  obtain  the  Customs  inspector's  signature  thereon. 
After  Customs  clearance,  the  baggage  may  be  delivered  to  the  passenger  when 
properly  claimed.   The  Record  of  Disposition  stub  must  be  kept  on  file  for 
at  least  two  years. 
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9.14   In- Bon J  Baggage  Procedures   (Cont'd) 

9.14.6  Final  Destination,  if  Outside  the  U.S. 

A.   The  baggage  will  be  transferred  to  the  carrier  which  will  carry  it  from 
the  U.  S.   That  carrier  (which  could  be  Western)  shall  complete  all 
Customs  formalities  regarding  the  clearance  and  outward  transportation 
of  such  baggage,  as  specified  in  the  U.  S.  Customs  regulations.  The 
Record  of  Disposition  stub  of  the  red  In-Bond  strap  tag  will  be  executed. 
and  signed  by  Customs,  then  retained  for  at  least  two  years. 

Note:  When  the  In-Bond  baggage  tags  are  not  issued  to  the  passenger's  - 
final  destination,  but  only  to  the  port  of  Customs  clearance,  new- 
regular  baggage  tags  must  be  issued  at  that  point  for  carriage  tO; 
the  passenger's  final  destination  or  next  stopover  point. 

9.14.7  Penalties  for  Improper  Handling 

A.  Customs  will  assess  the  carrier  with  a  penalty  equaling  70%  of  the  dutiable, 
value  of  the  baggage  in  the  event  of  irregular  delivery  or  loss  of  Baggage  ^ 
In- Bond. 
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INTRODUCTION 


Chapter  8  of  the  Ticketing  Manual,  dealing  with  refunds,  was  recently 
revised.  You  will  want  to  read  the  new  refunds  chapter  and  become 
familiar  with  its  organization. 

This  Topic  asks  you  to  refresh  your  knowledge  of  refunds  by  answering 
questions.   It  covers  refunds  for  unused  and  partially  used  tickets 
and  computation  of  the  refund  in  both  voluntary  and  involuntary  situ- 
ations.  Check  your  skill  in  completing  the  various  forms  used  in 
refunding:  the  PRA  (Passenger  Refund  Account)  check,  the  Refund  Appli- 
cation (AA-5),  and  the  Lost  Ticket  Refund  Application  (AT-53) .   You  will 
want  to  be  sure  you  know  when  to  make  a  local  refund  and  when  the 
application  should  be  sent  to  Revenue  Accounting. 

Verify  your  answers  with  those  given  on  the  blue  pages. 

T^ckzXi  ojiz  {oA.  Znioimcution  puipo-iu  only  and  oAt  not  mcuioAiZy  cunjitnt 
loJiU.     VaLiCkutlon^  and  cJizdit  coAd  'UnpfUnti  ajiz  iAjntitated. 
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TRAINING  TOPIC 

TICKET  REFUNDS 
October,  1974 


1.  Check  each  one  of  the  situations  below  in  which  the  customer  qualifies 
for  an  involuntary  refund: 

a.  Customer  is  an  oversale  and  is  being  given  Denied  Boarding 

Compensation.  He  is  canceling  his  trip. 

b.     Customer  arrives  in  Los  Angeles   improperly  doctraiented  for  his 

connecting  flight  to  Mexico  and  must  be  refused  passage. 

c.  Customer  is  a  standby  for  a  flight  that  cancels  due  to  a 

mechanical . 

d.  Customer  appears  to  be  intoxicated  and  is  refused  passage. 


_e.  Customer  becomes  ill  enroute  and  has  to  deplane  short  of  his 
destination. 

_f.  Customer  was  advised  at  origin  that  the  weather  at  his  desti- 
nation is  very  poor;  he  decides  to  go  anyway  and  is  flown  over 
his  destination. 

g.  Customer's  flight  is  canceled  because  of  weather. 


2.   By  answering  "yes"  or  "no"  in  the  voluntary  and  involuntary  columns  in  the 
table  below,  indicate  when  a  local  refund  can  be  made. 

FORM  OF  PAYMENT 

(for  ticket  being  refunded) VOLUNTARY  INVOLUNTARY 

Cash  

Check  (refund  under  $50)  

Check  (refund  over  $50)  

Credit  Card  

Government  Transportation  Order  

PTA  (Cash)  

PTA  (Credit  card)  

Travel  Agent  (Cash)  

Travel  Agent  (Credit  card)  
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3.   All  LAX  SAM  flights  have  canceled  due  to  weather.   What  is  the  amount 
of  the  involuntary  refund  due  on  the  flight  coupon  #2  pictured? 


T  ^^  Western  AMInes 


m^f<-  MOA//?oc 


-,J^ 


y/tSH/fJ670N  (l^O) 


LOS/jfJCSLeS 


SAN    Dl£<io 


n.i3 


J.3/.AJ 


kifi 


n 


2   017   4200079125   5   n 


iq  0"fr4^o;o1^:n5 


/■a? 


R£P  ct^ecK 


Fares  for  your  reference : 

WAS  LAX  F  213.55  Tax  17.09  Total  230.64 

LAX  SAN  F  26.52  Tax  2.12  Total  28.64  (interstate) 

LAX  SAN  F  17.31  Tax  1.39  Total  18.70  (intrastate) 


Refund  due 


We  now  have  perfect  flying  weather.  The  WAS  SAN  passenger  from  question 
#3  has  decided  to  drive  LAX  SAN  with  a  friend.   What  is  the  amount  of 
the  voluntary  refund  due  on  the  flight  coupon  above? 
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A  passenger  requests  a  refund  for  a  totally  unused  ticket  purchased  by 
cash  for  $600. 

A.   Check  the  correct  statement: 

a.  No  approval  is  necessary,  since  the  ticket  was  paid  for 
by  cash. 

b.  You  must  receive  approval  to  refund  from  Refunds,  Revenue 
Accounting,  LAXAR,  since  the  amount  is  over  $500. 

c.  Request  approval  only  if  the  circumstances  seem  suspicious. 


B.   You  have  issued  the  refund  checks  below  to  accomplish  the  refund. 
You  will  make  one  more  entry.   What  is  it? 


.  ,1^  Western  Airlines 


Refund  Check  _,.3?2264 


S£Pr  i,, 


^ 


^9S-/    U)H  i-TTi/tfi,     0(^. 


;i  S  5  2"'0  3'?7i:     371,     755319"' 


^ 


3822S4 


6^f^ 


'3y\<'^ 


•S'Oo'tOo 


>ic- 


t.  Wsstern  Airlines 


Refund  Check 


382265 


Qpe-Aj        .9/9A/rrr"- 


sepT  6. 


"ocBfj /J  B  tftc^ ,  Cfl .     q^fis- . ^'/y.   .0^,^ 


'SaSJESii*    i:i  J  S  J-0  3S7i:     371.     7553=i1"* 


382265 


?-^k? 


-^ 


\<^l 


//ft)\0^ 
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Refer  to  the  ticket  pictured  to  answer  the  following  questions: 


T   ^^  Western  Alrilnea 


J^^g^J^ARtiaL^ 


Mm^(\poL\slsim.  y 


m 


^f\Lr  LAk:£  c/ry 


i\.lS 


^>? 


?7 


(,4- 


NO  BAOOAOC  o«cx^ 
ICwf  COJ^W^' NO.  I 


7fl 


o/i; 


zr 


017M10O;44O:84O 
U/AL       1; 

.-5; 

Msprr      i:: 


CC    fiTP 

\x/7i> 


1  017  4100440840  3  n  1^0(4  /)RS>OL  D 


6.   Complete  the  refund  check  below  for  an  involuntary  refund  on  the  flight 
coupon  shown  above. 


i-  \t*  Western  Airlines 

Refund  Check 

382265    ^' 

382265 

T.=UlNumM.                                                                                 F,om                                          n,||M                                         M^nl.r-,  M,m^ 

:          i 

PAY                                                                                                                                                                   J                     1 

I-:::;, 

i 

Ooiitrj                   Cantt 

R 

*""*  """"" 

HhfEy£F»N  Am  ifcMfS,  "fJC 

*""*' 

"■aassES"'  i:iS5S"'03S7i: 

371,     755iSS«- 

7.   Complete  the  refund  application  below  for  a  voluntary  refund  on  the 
f 1 ight  coupon  above . 


n  Voluntary               D  Involuntary 
n  Unused  Transportation 

^  Western  Airlines 

B»ia  Refund  Application 

□  Fare  Basis  Adjustment  Fromj__To_ 

□  Other                                               "* 

°"*°'  '""* 

Refunds  File  Copy 

1"'°""'"'"'"'          '^'"'   °'""""' 

""""'      ;'°""        ;5-'H  N""'>'0' 

Tickets  and  Passengeis  Names 

Segments  Affected 

Amount  C.edilea 

A.,..™      ,F„,m             .S«.,.l   N„™b..        iCon. 

F.CMT. 

'■'" 

* '       :   '"'"              ;SeMO,   N„m„e.        ICcn. 

F.om                                          1     >„e 

To                                                    7n. 

*,j.o„^„,,nConi™c.o.,          TOTAL  AMOUNT^SuOifci  lo  Aod.tl 

„  C..h  „,  CK«..«..n,  No™.  ...d  C<-»,..»  .«,-.  ..«,,».„. 
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The  tickets  pictured  below  represent   a  reissue;    both  the  original   and 
the  reissued  ticket  are   shown.      Complete  the  application  for  refund 
required  by  the  reissue.      Compose  any  additional    information  required. 


D  Voluntary               Dl 
□  Unused  Transportatior 

nvo 

untary 

^T  Vltestem  Airlines 

ttai  Refund  Application 

Date  . 
Agent 

nd/or  Place  of 

LJ  Fare  Basis  Adjustment  From___To 

n  nthpr 

Date  of  Issue 

Refunds  File  Copy 

Transportation  Used  -  If  Fare  Basis  Adj.  Involved 

Orig.Tkt.No.lsl-lf  EKCho.  Involved 

Carrier 

Flight  Number 

Class 

Date  Used 

Airline      .Form       :  Serial  Number 

Tickets  and  Passenger's  Names 

Segments  Affected 

Amount  Credited 

Name 

of  Credit  Card 

Companv  (or  Code 

Airline      i  Form              ;  Ser.al    Number         Cpn. 

From 

Fare 

Imorin 

t '•Write  Comol 

Me  Credit  Card  Info 

Date  Solid 

Name  of  Passenger 

Tax 

A.rl.ne 

Form             1  Serial  Number 

Con. 

From 

Fare" 

Date  Sold 

Name  of  Passenger 

To 

Ta« 

C"r.er>c,oir.i:kelor 

Eichonge   Role 

Amouni  in  Conlroclor's 
Currency 

TOTAL  AMOUNT  (Subject  to  Audit) 

If  Cash 

orCheriPtint 

Name  and  Complete  Ad 

dress  of  Purtitaser 
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9.  The  number  of  passengers  traveling  on  the  group  ticket  below  is  reduced 
from  5  to  4.  Complete  the  refund  application  to  show  this  reduction. 


T   fn  Western  Airlines 


S££  MA/Olf^ST 


Four 


J2, 


)<  [hiijuffl  poLis^srJ^i 


O-  OBKisJER 


\-\JOID'^-^ 


J^4:  4? 


333- 


Five 


El 


/-. 


u)A 


""yrV^^y-fc 


S^  FULL 


oK 


~  ^Oi O  — 


-^ 


onr4tro:22TiT7 


o^    jif    £,$%  ^oo  ft)(.'^ 
\I(\UD  Oh  -14-  THeo    s/jS'  U 
72- 


1    017   4720227147   3   n     .  RoBT  M.  Mousf 


C]  Voluntary              O  Involuntary 
□  Unused  Transportation 

f^  Western  Airlines 

m^  Refund  Application 

Date 
Agent 

Lj  Fare  Basis  Adjustment  From___To___ 
n  other 

Date  ot  Issue 

Refunds  File  Copy 

Transportation  Used  -  U  Fare  Basis  Adj.  Involved 

Ortg.Tkt.  No.(s|  -H  Exchg,  Involved 

CafMHf 

Flight  Number                 Class 

ate  Used 

Airline      iFoiin        [Serial  Number 

Tickets  and  Passenger's  Names 

Segments  Affected 

Amount  Ctedited 

Name 

o.  Credit  C. 

rd  Company  lor  Codel 

Airlrne      .Form              ,  Sertal   Number 

Con. 

From 

Fore 

jlGte  Credit  Card  Information 

Date  Sold 

Name  ot  Passenger 

TO 

Tax 

A. rime 

Form            ,  Serial  Number 

Cpn. 

Fcom 

Fare 

Date  Sold 

Name  of  Passenger 

To 

Tax 

Eichonge    Rote             AmounI  in  ConKoclor's 

TOTAL  AMOUNT  iSubiect  to  Auditl 

If  Cash 

orChecli-Prir 

t  Name  and  Complete  Address  of  Purchaser 
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10.   Complete  the  refund  application  below  for  a  voluntary  downgrade  from 
F  to  Y,  using  the  information  contained  on  the  sample  ticket. 


>..»a 

dT 

,X»TA»» 

MVMOC 

0.0 

• 

L»SB1 -  — 

o"iTUroo:ofd"';T24 

II 

,iim_| 

MR,  R.  Fax 

Aug.  li  74-  Is: 

is: 

?:: 

- 

— 

— 

1                        J2 

■ 

— ' 

— 

'..,     ..   L^ 



xi<:/!i.s/)/?y 

P 

U/l 

^f 

/lus 

?^/ 

OK 

-^ 

0  oe/Vi/£^ 

F 

CO 

^ 

JO 

?5^ 

OK 

^AM£S    £.  SMITH        'i 

o\iO\cHiT^ 

vt^<r» 

/^ 

-x 

iSiSl 

C.A 

1    017    4200079124   0   n 

AJIU 

-.-,, 

au 

».«. 

.,--.«. 

^ 





1 

CD  Voluntary               O  Invo 
Lj  Unused  Transportation 

untary 

Bm  Refund  Application 

LJ  Fare  Basis  Adjustment  From        To 

'                                       clIass         class 

riothpr 

Date  of  Issue 

Refunds  File  Copy 

Transportstton  Used  -  If  faro  Basis  Adj.  Involved 

Orig.Tkt.  No.lsl  -If  Exchg.  Involved 

Car,.er 

Flight   Number 

Class 

Date  Used 

irline      I  Form        ,    t^iia    Number 

Tickets  and  Passenger's  Names 

Segmen 

s  Affected  "' 

Amount  Credited 

Name  of  Credit  Card  Company  (or  Code  1 

Airline      .Form              j  Serial   Number 

Con. 

From 

Fare 

Imprint/Write  Complete  Credit  Card   Information 

Date  Sold 

Name  of  Passenger 

To 

Airline 

Form             ,  Serial   Number         Cpn. 

;          ; 

From 

Fare 

Dale  Sold 

Name  of  Passenger 

To 

Tax 

Cu..enc)rO   Ticketo.       E'chongeRoie 

Cu..e»cy 

TOTAL   AMOUNT  (Subiect  to  Auditl 

It  Casfi  or  Cfteck-Pnnt  Nome  and  Complete  Address  of  Purcitasor 
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John  Q.   Traveler  arrived  on  WA  501/22  August  LAX-HNL.     When  checking  in 
for  WA   740/28  August  HNL-ANC,    he  discovers   that  his   ticket    is   lost.      His 
Western  Airlines   ticket  was  originally  purchased  by  cash  from  Easy  Rider 
Travel    in  Anchorage  on  August   15,    1974.      His  original    itinerary  was 
ANC-LAX-HNL-ANC.      The  replacement  HNL-ANC  ticket  number   017   4109  337  414 
was  purchased  by  using  AX  040  917  787  6512.     Complete  the  Lost  Ticket 
Application   (LTA)   below: 


FORM  NO 
WAL  REV 
PRINTED 


WESTERN  AIR  LINES,  INC. 

Box  92005  World  Way  Postal  Ccnlci 

Los  Angeles.  Calitomio    90009 

LOST  TICKET  REFUND  APPLICATION 

1 ,IOfi/J      (\   7~/^/9l//^//r^  hereby  apply  tor  a  leluad  ot  the  value  u(  Ihe 

unused  portion  of  Western  Air  Lines.  Inc.  ticket  described  below  and  In  reciuesting  this  letunil  REPRESENT 
THAT  THE  PORTION  IS  OWNED  BY  THE  UNDERSIGNED  AND  HAS  NOT  BtEN  USED  BY  ME  OR  ANY 
OTHER  PERSON  TO  MY  KNOWLEDGE.  EITHER  FOR  TRANSPORTATION  OR  TO  OBTAIN  A  REFUND. 
AND  THAT  IT  HAS  BEEN  LOST.  STOLEN  OR  DESTROYED. 


The  undersigned  uiidcnUtnds  thoL 

1.    In  ncford.ince  witli  appluab 
oftlir  lost  lickcl  (or  of  liiL-  1 
at  l.asl  I'DUR  MONTHS  fron 

r  ptiBseiigi-r  lorifr«  pi 
ckcl  purchusc-d  for  n- 
dulc  of  receipt  .tf  tli 

2.    In  Ihc  evcnl  the  unuswl  port 
Air  Lines.  Inc.  will  be  notif 

un  is  recovered  or  rcf 
vA  by  ihc  applicant  lo 

ll,pl.. 


■cfuiid  oiitaiiitd  without  recourse  \u  tl 
lis  upplicatioli. 

3.  This  rinim  will  be  given  coiisi-J.-nilion  provided  this  application  is  Tiled  not  Inter  thi 
expimtion  dote  oT  the  unused  ticket. 

4.  A  »S.OO  service  charge  per  ticket  will  be  nssessed  f..r  cost  of  bundling  this  lost  tick 
will  be  deducted  from  the  value  of  the  unused  lost  portion  of  the  ticket  at  the  time  re 


fund  «dl  be  made  for  ihe  valu 
c  transporlalioal.  A  pcnod  of 
lor  lo  refund  lo  hIIow  for  .in 

Weslcni 


i  uppiu 


nUl  I 


■  TICKET  lOENT 


'ION 


tf/7 


UMk'- 


JOHM  Q  TRflVSLB^ 


SRi^e 


S^S-i.    JAlou)6outOP    Cfgoss-y/oe. 


f  /  ///  7V 


/9/OCHof?  i^Gg".    ftLf\SKA     99.S-OX. 


UMK 


H  CI 

n    CHe 
□    c. 


□  c-r„. 

□  oTHe 


Should  such  Lost  Ticket  be  used  by  me  or  any  other  person,  or  should  further  refund  be  : 
me  or  any  other  person.  I  agree  to  reimburse  Western  Air  Lines.  Inc.  the  amount  tu  be  ret 
PurUieroiore,  if  I  locate  the  Lost  Ticket  I  will  immediately  deliver  it  to  Western  Air  Line 


rured  thei 
ved  by  m 


SIGNATURE  . 


STREET  ADDRESS         ^9^(5       <SA)0  CO  fi  O  U  A^  O       C/fOS^/Afe 
cxy     flUCHO^ftGe     .„„  MmMnP  CODE     99£02. 


DISPOSITION:  ORIGINAL  -  I.ASAR  ■ 
PUPI.ICATF  -  I'issri 
TRIPUCAIE  -  Rrlaif 


wnit 

per  -  Yellow 

?tl  by  issuing  offii 
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12.   The  ticket  pictured  below  was  issued  against  a  PTA  and  is  being  presented 
for  refund  by  Miss  T.  Linsey.   Purchaser  was  John  Smith. 


Complete  refund  application  form  AA-5  below  for  Miss  Linsey's  ticket. 
(Compose  any  additional  information  needed.) 


(Zl  Voluntary               O  Invo 
1    1  Unused  Transportation 

untary 

^  Western  AMInes 

hM  Refund  AppliCrition 

Date  and/or  Plact 
Agent 

o(  Issue 

CD  Fare  Basis  Adjustment  From__To___. 
n  Other 

Date  o       ssue 

Refunds  File  Copy 

Transportation  Used  -  If  Fare  Basis  Adi.  Involved 

Ong.  Tkt.  No.  (s)  -If  Exchg.  Involved 

Carrier       \  Flight  Number                jClass 

Date  Used 

Airline       i  Form        ,  Serial  Number 

Tickets  and  Passenger's  Names 

Segmen 

s  Affected 

Amount  Ciedited 

fMame  of  Credit  C 

rd  Companv  (or  Code) 

Airline       :  Form               j  Serial    Number 

Con. 

From 

Fare 

olete  Credit  Card  Information 

- 

Dale  Sold 

Name  of  Passenger 

To 

Airline 

Form            1  Serial  Number 

Con. 

From 

Fare 

Dare  Sold 

Name  of  Passenger 

To 

T.IK 

Cur.enciiolTicirelor 

Eichonge  Rote 

C"""encr 

TOTAL  AMOUNT  ISubiect  to  Aud.tl 

IfCashofCheck-Pn 

nt  Name  and  Complete  Address  of  Purdias 

or 

13.   A  Group  ticket  is  being  issued  in  exchange  for  a  PTA.   The  PTA  is  made 
out  for  15  passengers,  but  only  10  are  traveling.   Check  the  correct 
procedure. 

a.      Issue  group  ticket  for  15  people  and  complete  refund  application. 


b.  Issue  group  ticket  for  10  passengers  and  complete  MCO  for  the 
value  of  the  passengers  not  traveling,  indicating  on  the  MCO: 
"For  further  transportation." 

_c.   Issue  group  ticket  for  10  passengers,  change  PNR,  and  complete 
refund  application. 
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ANSWER  PAGE 
TRAINING  TOPIC  -  TICKET  REFUNDS 

1.  Check  each  one  of  the  situations  below  in  which  the  customer  qualifies 
for  an  involuntary  refund: 

j/'  a.   Customer  is  an  oversale  and  is  being  given  Denied  Boarding 
Compensation.  He  is  canceling  his  trip. 

\/    b.  Customer  arrives  in  Los  Angeles  improperly  documented  for  his 
connecting  flight  to  Mexico  and  must  be  refused  passage. 

c.   Customer  is  a  standby  for  a  flight  that  cancels  due  to  a 

mechanical . 

T/ie  ca4^me/L  doiiA  not  quxULi^y  don.  an  InvolanWiy  fLz{,and;   hz  doej> 
not  have  conf^AJweji  ipacz. 

V  d.      Customer  appears   to  be   intoxicated  and   is   refused  passage. 

^Z"  e.      Customer  becomes   ill    enroute  and  has   to  deplane   short  of  his 
destination. 

y/'   f ■      Customer  was  advised  at   origin  that   the  weather  at  his   desti- 
nation  is  very  poor;    he  decides   to  go  anyway  and   is   flown  over 
his  destination. 

•  g.      Customer's   flight    is   canceled  because  of  weather. 

2.  By  answering   "yes"  or   "no"   in   the  voluntary  and   involuntary  columns    in  the 
table  below,   indicate  when  a  local  refund  can  be  made. 

FORM  OF  PAYMENT  for   ticket  being  refunded VOLUNTARY        INVOLUNTARY 

Cash  Yes  Yes 

Check   (refund  under     $50)  Yes  Yes 


MOTE:     The.  amount  le^andzd  mXhouX  leAt/UctU-OM,   doK  tieketi  puAchiUed  by 
check  hai  IncAecued  {^lom  $25.00  to  $50.00. 

Check   (refund  over  $50)  Yes,    but—  Yes 


OnZy  -C|S  cZeoAance  OjJ  check  can  be  vzAlf^^ed  by  the  bank  on  wktch  the 
check  wai  dnawn.     Ij}  the  cu6tomeA  doe^  not  have  a  canceled  check 
and  ha>  bank  Lk  located  In  a  city  ienved  by  WeiteAn,    "di/iect  dial" 
to  the  bank  Mhen  poiitble  by  uitng  the  "We^net"  th\ei> .     On.  fiequeAt 
a  lilejiteAn  ticketing  location  in  that  CA.ttj  to  vexi^y  check  cleaJiance 
by  calling  the  bank  (,on.  you. 

Credit  Card  No  Yes 

Government  Transportation  Order  No  No 

PTA   (cash)  Yes,    but--  Yes 

OnZy  to  the  puA.cha,i,eA,  and  only  i{,  no  ticket 

ha&  been  ijtiued. 

PTA    (credit  card)  No  Yes 

Travel  Agent    (cash)  Yes  Yes 

Travel   Agent    (credit   card)  No  Yes 


1895 


3.   All  LAX  SAN  flights  have  canceled  due  to  weather.   What  is  the  amount 
of  the  involuntary  refund  due  on  the  flight  coupon  *2  pictured? 


~  ^^  Western  Airlines 


JUL,A'^'^'^'^°^ 


J?„ 


VllSHiH&yoH  Uko) 


LOS/jMi£L£S 


SA/il    p/£&o 


n.i3 


Ji3/.a.J 


11 


k^^ 


T 


2    017   4200079125   5   n 


0lT42ifo;o7S';r25 

Ufiu  It 

/was  7V 


l^l- 


AloN 


^£fr  check; 


"llj 


Fares   for  your   reference: 

WAS   LAX  F   213.55  Tax   17.09  Total  230.64 

LAX  SAN   F     26.52  Tax     2.12  Total  28.64    (interstate) 

LAX  SAN   F      17.31   Tax     1.39  Total  18.70    (intrastate) 


Refund  due : 


$28.64 


S^iwce  ikz  ticket  >c6  ioi  -LnteAMcUt  tuavel,  tke.  n.z(jund  Mill  be  biuad  on 
tht  LAX-SAW  l/UM^tOLtz  icuiz. 

We  now  have  perfect   flying  weather.      The   WAS   SAN  passenger   from  question 
#3  has  decided   to  drive   LAX  SAN  with  a  friend.      What   is   the  amount   of 
the  voluntary  refund  due  on  the  flight  coupon  above? 

No  refund  is  due. 


Tkz  liJAS-LAX  F  (^oaz  li>  tkz  iomz  cu,  thz  WA5-5AM  F  ^oAz,   except  {,0^  thz 
iZcu/uMj  choAgz  o^  $.64. 
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5.   A  passenger  requests  a  refund  for  a  totally  unused  ticket  purchased  by 
cash  for  $600. 

A.  Check  the  correct  statement: 

y     b.   You  must  receive  approval  to  refund  from  Refunds,  Revenue 
Accounting,  LAXAR,  since  the  amount  is  over  $500. 

In  the.  JLidtoJin^t  oi  qood  pcuizngeA  ivivlcz,  Kziund  akzckj,  ihould   be 
'Uiuzd  at  the.  local  o^dtce,   w/ieneve/t  poiilble. 

B.  You  have  issued  the  refund  checks  below  to  accomplish  the  refund. 
You  will  make  one  more  entry.   What  is  it? 


_C^^y  (Li.  *  3iJl3i^S'  ^^ 

'^\^,\  Western  Airlines 


QArJ 


3oS 


Refund  Check  ^,„^..p.?,?264    _^ 
"Z "Tf.pt  L.  .,7</ 


PAY  ^  P I  \/  g  ri  u.  M  D  t^  e  p  4  •'^°^,  .^„ 9£}:}-^ t  ^^        ?,„.f" go  i;^ 

H.\J.cu<:rr>M£/? 


"■3B29E.I,"'    i:i5JJ"'Q3S?i:     J71.     755399* 


382264 


^&x 


^OO 


%- 


O^ 


(     Western  Airlines 

on  ^1:10  \s ^14^^    JT^M 


Refund  Check  „^^^^.^„S,£265^ 


(3  OS 


SeP7  <^, 


PAY  g/i/g  /^a/uPRED  ^  ^ri^  P°hh'^^Lo. 

"■3fl^^E.5"•  i: I e 2 i-ojq?!:    371,   7553qq«' 


.21^ 


^ 


/Oo  \oo 


382265 


^^^ 


'^/ 


/  a^  !  '^o 


liiue  iepoAoXe  checlu  In  amoanti  o^  $500.00  on.  lui,  pen.  c.he.ck,  to 
make  up  the  total.     Then  cAoii-ie(,eAence  all.  ahecki  by  enteAtng  aon- 
junctlon  check  numbeA.&  in  the  uppeA  le^t  cotneA  o£  each  check. 

I^  you  take  the  poi^engeA'i  name  (jiom  the  ticket,   be  iuAe  thai  he 
endoiiz^  the  check  In  the  identical  way.     On,   begone  iilLinq  in  the 
name.,   you  could  oife,  "How  do  you  endonAe  youA  checks?" 
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Refer  to  the  ticket  pictured  to  answer  the  following  question: 


—   W^^^WestemAirllnea               '                J^:-u-.^-s:~-~-] 

qrr:: 

'(iTi;rioo;4To"840 

MR     R.  ftPt^OLD 

■•■-••"■ 

' — 

J 

\JAL        p 

ii 



— 

— 1 

— 1 

""""" 



X 

~ 

U/> 

y  ^ 

ifo^ 

^^ 

Jai 

H\m^(\pouslsimiL 

y 

::> 

cc  ftrp                         ;.;"° 

0 

s,(\Lr  Lfi^£  ciry 

:r: 

"^^_ 

?7^ 

1    017    ^100440840    3    n 





.i_ 





6.  Complete  the  refund  check  below  for  an  involuntary  refund  on  the  flight 
coupon  shown .  


yi^esf  em  Airlines 


Refund  Check        38226  5    •-^' 


oi-j^  '^7oo' "^ Vo" 94^ "' AisP °      ^g)/?^/      „.„^„^£iT    ""'"" 


^Z-C  AU(bij^i4    Aoe  ^ 


^ 


RpdfiLD     /?gA)0L0 


fjyi,- 


\U 


6>^3S    fiUMS     PH. 


\;S£SI  =  nN  AIR  ilK^S,  (fJC 


M/"NNtfiiPoLis,yir^-         ^     •^•^■^  ".]     nl^^^^ ^ '^^^^.g.-^^ 


"•3a?SE.5"'    iriSJS-OjqVi:     371,     7553=1Rn' 


382265 


//!/■$" 


^i4^^ 


Due  TO   u)£firH£g 


Although,  you  wUl  uiually  ccuh  any  Kz(,und  checfe  you  pii.pan.z,   keep  -en  m^nd  .tluU;  ^ 
^6  a  ntqotiablz  document  and  muht  cldOA  tkz  bank  Ukz  any  otheA  chzck  A.n  youn.  coih 
dAojMzK.     Be  iuJiz  that  you  comply  Mith  tko.  (following-- 

1.  Vou  may  ilgn  a  iziund  ahzck  only  li  thzAZ  ^4  a  i^gnaXiVi^  caJid  on  i-ilt  In  thz  . 
oU-<-<^^  o]  ihz  company  Coikizi,   LAXAB,  which  authonizu  you  to  do  io .     VouA  i-tg- 
mtuJiz  on  Ktiund  chzclu  muit  match  the  iigna^tuAt  on  illz;  I.e.  H  youA  i-tgm.- 
tuAz  l&  on  iiZt  04   "flank  Jonu,"  thtn  you  muAt  ilgn  any  le^und  cke.ck  ai     ';^«'"'^ 
Jonu,"  not  "F.   Jonu"  ok  any  otheA  voAMition.     UnlUi  yowi  i^gnatuAt  -U  hcghly 
le.glblz,  pfUnt  youJi  ruxim  undtfLwiath  iX  ic  tliat  bank  peAionmt  can  locatz  you 
i,oi  itgnaJiLtz  compaAuAon  pwipoie^. 

2.  Be  iuAc  to  datzthz  Az^und  check.     Tha,  u,  imponXant  ion  bookkeeping  KtquMie- 
menti  In  alTKIpaAtmentU,  vohl^ch  will  iubiequenXly  handle  the  check. 

3.  Be  iuAe  the  cuitomen.  endoue^,  the  check.     Vou  mil  need  to  iee  Identiilcation 
when  cjuiu-ng  a  Ae^und  check;   enteA  the  Inionmatlon  on  the  back  -en  the  aAea 
pAovlded  on  the  Stamp.     Tlili  li  the  only  way  to  a^iuAe  that  you  afie  neiund^ng 
to  the  pKopeA  owneA.     And  the  enfiy  o(,  the  Identiilcatlon  Inicmatlon  -u  valu- 
able In  InveAtlgating  any  laten.  claim  OfJ   ioigeAy  by  thz  pnopeA  ownen.. 

4.  The  Stab  o^  the  check  muit  be  completed  io  that  piopei  accounting  oi  (joAe, 
taK  and  reason  ^oa  Ae^und  can  be  made. 

Re{,eA  to  4.1.2  of,  the  Ticketing  Manual  ^oa  check  acceptance  poltc.y. 
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Refer  to  the  ticket  pictured  to  answer  the  following  question: 


oi?;4ioo;44o:8io 


Msprr 


cc  firp  |l" 

\Oile  0<^ii3  OOV-  93.3.        ;| 


1    017    4100440840    3    n      Rfihi  ARh^OLD 


\x/74> 


7.   Complete  the  refund  application  below  for  a  voluntary  refund  on  the 
flight  coupon  above. 


KVoluniary                Cj  Involuntary 

E  Unused  Transportation 

n  Fare  Basis  Adjustment  Frooi__To 

ti7  l"::stcm  fiirHnes 

C.  J  Reliind  Apphcahon 

n  Other 

Refunds  File  Copy 

T,.n„„  ,.,.„„   u..=   -  ,1   .„.  S,...,   A,.,.   ,.,vo...« 

O'.j.  K'.^-.OI-ME.c.i...  lnvBlv.rrt 

' "  '-'"""   j^-^" ";'""•■■ 

Trckets  and  Passenger's  Names         j      Segm'enls  A'fectea      I    Amouni  Ciediled 

'^r/' 

017     4100    'i-lo    9'fO  1          MSP           i 

/0/6    09  Ig    3    O'"^    f-2> 

"'if^X'MtioLO/R         \      sue          1'" 

A...,n.     ^fo,.„           ,„..j,  v„™e,       |C-o... 

'"" 

/Vz^ 

Uatfl  soldi  fwme  ol  Possenge' 

T, 

'" 

^rt/U    fi^NOLD 

......,.,„..,.,j,....,...,.     p,^,c.„.....     po„...ou..is..„,...., 

1,  C.S..,  C..=.-..n,  ~ ,  Cn^ol-  .«.-.  ..-..-=.. 

N0TE5.- 

?.     Tfce  Fo-ie,   Tax  and  Total  Amount  boKOJ,  oJit  not  to  fae  ^WLad  In  unleM  tht 
CLLitomeA.  Ktqauti,  tkuz  znthtoA  to  be  madz.      [In  tliaX  ccaz,   you  might 
point  out  that  the.  amount/)   zntzuzd  oaq.  iubject  to  audAX.) 

1.     Whzn  cKddUX.  coAd  ti   not  avaJljxblz  to  imfvLnt,    wUtz  in  cA.e.diX  indofimatlon; 
be  iuAz  to  inctudz  cAzdit  coAd  koldeA'i  natnz. 

3.  Be  iuA.z  that  thz  coAd  impfu.nt  -64  £eg-t.b£e.      I^  Ae^unciiwg  diAtcMy  to  tht 
cuitomeA,  aj,  whzn  the.  iowm  of,  payment  ii  by  check,   be  iuAz  that  the 
addKeM  ij,  legible  and  complete. 

4.  Wo  copies  0(5  the  Ae^und  application  oAe  to  be  letOyinejd  by  the  i&iuing 
oiiice.     A{,teA  the  paaengeA  leceivzi  kli  copy,   iee  tivxt  all  remaining 
copies  go  togetheA  to  LAXAR     along  with  any  iuppoiting  flight  coupoM. 


1899 


The   tickets  pictured  below  represent   a  reissue;    both  the  original 

and  the  reissued   ticket  are   shown.      Complete  the  application   for  refund 

required  by  the  reissue.      Compose  any  additional    information  required. 


.    13  Voluntary               LJ  Involuntary 
Lj  Unused  Transportation 

^7i^  Western  Airlines 

B&3  Refund  Application 

AUG    1?,  ifT-V- 
S£ATT 

d  Fare  Basis  Adjustment  Ffom__To^ 

MeiiJV'f- 

51  Other    R£lSSU£ 

Refunds  File  Copy 

Transpo'iai.on  Uied  -  1)  F.f*  Bas's  Adi.  involved 

0». Q.Tk. .«...(  si  .ME.cha.l.wulved 

.„....„„»,                 C.s,|..,eO..» 

o  |^   !fioo  07<}   lOJ 

Tichels  aria  Passengets  Names          i      Segments  Aftecteo          Amouni  CieUiled 

rf^f{v£i-cfti?D 

Otn     H-ioo    14^0  ?^f    i   \    5eA      ' 

30if    ol    t4-if    3IS-£> 

T/TF''^P£^R}ii7L                 \  "pDX 

""      ;—           ;S.na,Nu^.e.       |C... 

L.  PERRIH 

Oat«  Sord     Name  of  Passangei 

'"'" ""■■  1  ■■"■ p=' ^•"~-'   1  ™"^  ""°"""^"°-" '°  *""■■ 

tf  Cash  or  Ch*A- Print  Nani*  and  CompiaM  Addrau 

,5^*^ 

WOTE:     [)lhe.yi  a  ^egund  -if,  dae.  to  a  n.eyii6u<i,   be  iuAe  to  &ntei  both  thz  MJ-g-incLt 
txckeX  numbeA  and  thz  neui  tiakeX  yumbei.     Tka,  app-LisA  wh^Xkc/i  you  oAz 
LUiZng  a  i^^und  appLication  oA.  a  ie.{^and  che.ck. 
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9.   The  number  of  passengers  traveling  on  the  group  ticket  below  is  reduced 
from  5  to  4.   Complete  the  refund  application  to  show  this  reduction. 


J^ 


t\tM^U£l{?OU^I^ML    X'' 


O.  OBhJ^ER 


;-\/CAD'— 


h» 


j^ 


Qf\ 


MoiAS 


3o  f.  £q 


333- 


3^    /J 


S  FULL        -  \IC>l  O  — 


'^^^^^fZZ. 


o4o   Tif    d-ii  S^OO  /)/<y" 


1    017    4720227147   3    d        Rodi    M.  HouS£ 


H'volimtarN'               D  Involuntr 
!ZlUr-j«3d  Trr:-;sport^''On 

ry 

1 :'  '.  Reh.r.-j  Appilcat'Oii 

LOAL 

U  rare  33SIS  Ad,iis!nPiit  From        To 

_,              RSDUCjIO/J             '•"       '*" 

/?UG  /.  /f7^ 

Refunds  File  Copy 

t...n,po.l3l,o..  USod  -  H   »,„  8«s,»  Ad,.    Involved 

Or.g.Tk!.  MO,  151 -II  £>e-.o.  Involved 

iA)A  '     ^23         :  y   Mxai.mi 

' "    :' r'T"""" 

Tici-!ls  ari  P.-'Sserj-r's  N2";es         |      Segne-i-.s  A-'cclec      |    A-our-  C-;:l:!e-' 

on  -.'iyxa  \3.%ii*J-i\i     M5f 

o4o   -71 9    &S9  ,^Oo  filX 

U-Tt-\    G><t.oue 

'"0£/N>             1    " 

' •■.'-""      ,^--'7"-    I""'!  ^'-                   1  ^- 

3.,.v5oii:,  .M..-,c  ,■!  P..ss..-..««.                                To                                          1     T.,. 

iZoE-T    M.   htous^ 

Cvrnc^o'  ...<c<u.    1  i.,ho^gc  Bc'c         j  Aj  j .  «Mn  Co'i.utTC- .       j   TOTAL   AMO-JM._C__^  ■cl   I..   A^.IM' 

NOTE:     Although,  iziund  appLLcatlon  {,om  AA-5  doe^  not  ipzciiy  itigkt  numbzn 
ion.  GKoap  >izdactioni> ,  iZ  -Li  oitzn  veJiy  hzZpial  In  ptoceMtng  the. 
m{iU.nd  KzqueAt. 
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10.     Complete  the  refund  application  below  for  a  voluntary  downgrade  from 
F   to  Y,   using  the   information  contained  on  the  sample   ticket. 


T   *^  Western  AMInes 

P.»««W 

^ 

no^ 

TIT 

«oa«xc«.« 

A 

WSH -- 

oiTi4roo;ofriT4 

U*M> 

JUj^  R.  FOX 

' 



AUG-  Ig^  Tf-  -1|-: 

5:1 

yycrr                 :;= 





1                         |2 

■""■"          """^ 

' 



L,      -.-Ji 

X\cAL&A/iy 

p 

U)A 

.i(JMus'  «• 

s^c 

*  f ,  „  i?/l  ,<"^ 

°~""~  "*""                                            ;  :  1 

o\v£N\/eR 

p 

CO 

30 

e 

oi+o   9n   fl4-  ^?oo  AX    ii" 

0/>M£S    E.  SMITH        =: 

o\u)\CH/T/i 

^^^ 

/I 

" 

/"_ 

' 

IS  LSI 

C.A 

c«.       .                                         ««»-«— ^ 

MIL. 

1 

01/ 

420007912^    0 

U 

1 

E  Voluntary              □  InvoluiiU 
n  Unused  Transportation 

ry 

Ci2  Western  AMInes 

Ak3  Reftiiid  Application 

COAL 
If  /IU&  t4 

yjCTT 

H  Fare  Basis  Adjustment  From£_ToJ^ 

/Ufil'?,  /974^ 

rinihpr 

Refunds  File  Copy 

TranwoflaKOn  Usad  -  M  Fa>*  B«a.s  Ad,.  In.ulvad 

0'.4.Ti-l.  \o..il  ■"   E.Oa.  InvoUffO 

^£e)A  1    °-5'<^i'        '^y    /1us"i7 

:           ■         ' 

T<ci.els  arx:  Passengei  s  Navies               S«gTietns  AKeclea      1    Amount  Ctedtied 

AX 

on  >joo  019  u*/   ;     VYC           i 

o^o  9/7  IT^  SSoo_  AX 

t/li         fOxM                     :     of  A/ 

' I*"""      ; ^•-— ."■■■"■    !""■ 

"■■-' 

'"• 

To 

To. 

.\ah^£S    E.  SMITH 

v-..tT.     .cV.i..    1     .c.o^a*  •«'e        |*^.,.u-^.nCo-.-».o..          TOTAL   AMOUNT  l5„^,.-,  .n  a^,,,, 

„C„.o,C........,.^.a„-Cd~„,.».»...o.^^.- 

MOTE;      In  coiei  w/ieAe  a  Ktiv^nd  -u  due  to  a  doMngiadt  in  cInAi  oi  ioAvlcz, 
6e  iuAt  to  znteA  the.  itigkt  nwnbeA  and  date.  0($  Viavel  on  any  K^iand 
document.     Pa^iengtu  who  downgiadz  iormZim&i  apply  ioi  a  n.z{jUnd  at 
both  zndi  o^  thz  tAlp;  unlui  thz  (^tightldatz  appoxuti,  on  thz  i^^und 
documnnti,   a  double.  n.e.{iund  may  leAalt. 


1902 


John  Q.  Traveler  arrived  on  WA  501/22  August  LAX-HNL.   When  checking  in 
for  WA  740/28  August  HNL-ANC,  he  discovers  that  his  ticket  is  lost.   His 
Western  Airlines  ticket  was  originally  purchased  by  cash  from  Easy  Rider 
Travel  in  Anchorage  on  August  15,  1974.   His  original  itinerary  was 
ANC-LAX-HNL-ANC.   The  replacement  HNL-ANC  ticket  number  017  4109  337  414 
was  purchased  by  using  AX  040  917  787  6512.   Complete  the  Lost  Ticket 
Application  (LTA)  below: 


g/7 


1 1  i£,  t/ 


£fiSW    R\r>£«    T<?/iV£/- 


fttJ<^HoKf)<:^£^  fiiLfiSKft 


iOfi  Sol      I  y  /  ^a .  Tf 


JoHM  Q  -m0V£L£^ 


sfii^e 


i-ful');i.n-^yM- 


S'^S.C     JA^OuJSouMD    Clg°SS-/AJS 


/JAKHoi^flSg'    ftLfiSKfl     99<ra3. 


on  M-ioi    ssn.Hi'f-     y    is  i4- 


Hj}j-Tr_ 


lo/\  tI-d    \  f  a! I  n4- 


AiJc 


Ai  AUG  Tf 


hlt^LTT 


NOTES:     RzisA  to  i.l.6.C,  TlckeXlng  Manual,    iMtAacXlom,   ioi  compleJxng 
Loit  TicJuzt  kppLLcjxtlon  Vonm  AT- 53. 

EntM.  tht  mmt  oi  coJUvieA  and  tickeX  numbeAii),   ii  knoMn.     TlckeZ  nwnbe/u, 
can  be.  obtalmd  ^Kom  otheA  docume.nti ,  iuch  ai:     conjunction  tickuXA,   cJizdAJi 
caxd  Ktctlpt,  canceled  checki,   on.  PNR'i.     1^  the  loit  ticket  maw   not  liiued 
by  W&ite/in,   lef^eA  the  applicant,  w^eneueA  poatble,   to  tine  ^iutng  ca/i/UeA 
-in  oideA  to  expedJXe  the  pfioceM-ing  o^  the  claJjm. 

EnteA  the  location  and  date  tickeZi  voeAe  puAchoicd.     I^  the  tA.ckei{6]  MeAe 
puAchoied  {ffiom  a  tAavel  agency.  Include  the  tAavel  agency' i>  name  and  nddieAi. 
li  addAQM  -ii  not  known,  -indicate  tiie  city,     li  the  exact  date  li  not 
known,  indicate  the  appKoxAjmate  date. 

EnteA  loit  ticket  Inf^onmation.     Indicate  which  poitlom  weAe  ukzd,    ilight 
numbeAl-i),   dateii] ,  and  depoAtuAe  timei-i] .      l{,  the  poAienget  itatei  WA 
pulled  the  coupon  In  eAXoi,  authdlty  to  lexMue  6hould  be  nequeited  by 
telephone  ok  teletype  i>iom  Ticket  Ll\t(>,   LAXAR.     Ij$  LAXAR  iA  not  able,  to 
authoilze  the  Keliiue,  make  ceAtaln  the  "coupon  pulled  in  eAAon."  -ii  noted 
on  the  application.  *.■  -;  ;■    .    '.   > 

Check  the  box  to  Indicate  li  a  replacement  ticket  woa  puAchaied.      Include 
the  ticket  numbeAii] ,   date  ticketing  location  -iaulnq,  ItineAOAy  and 
doWxA  value. 

Obtain  poiizngeA'i  telephone  numbe-i  wheneveA  poalble  and  Include  on  the 
oddfieMi,  tine. 
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12.  The  ticket  pictured  below  was  issued  against  a  PTA  and  is  being  presented 
for  refund  by  Miss  T.  Linsey.   Purchaser  was  John  Smith. 


q.  JU7M10O;44O:848 


Complete  the  refund  application  form  AA-5  below  for  Miss  Linsey's  ticket. 
(Compose  any  additional  information  needed.) 


El  Voluntary 


Lj  Involuntary 


l^V.'sstem  Airlines 

■^Refund  Api)hcation 


H  Unused  Transportation 

LJ  Fare  Basis  Adjustment  From To^ iii    AUC^l4' 

D  Other ETA I         Refunds   File  Copy 


0/7     'K>I0  3SI    ^il 


UifiL 
/IU6  1^,  z??^ 


AfJCTT 


-i-r 


Ti/j's£y/7- 


SOHH  SMiTf/   _ 


2oj    /ITU  ST 


SEATTLE,  UA.   ?S//£- 


WOTE:     CompleXt  IniormcutLon  on  itianding  a  PinpaU-d  Ticket  Advice  on. 
a.  tickzt  i-iiuzd  agcUnst  -it  ^i   ^ound  In  S.T.S  od  the  TtckeXtnq 
ManuaZ.     Hotz  chungu  mceiicuiy  in  the  pcuiengeji'i  PNK. 

T-icketi  ■iiiued  agcUmt  a  Vnepcud  Ticket  Advice  (PTA)   can  be 
neiundejd  only  to  the  pu/ichcu,eA.     Exceptiom  to  tkii  iwutd  be 
wheAe,  at  the  time  o^  puAchxu>e,   the  poKcha^en  de6ignatei  anotken. 
to  receive  the  ^edand,   on.  a  /le^und  ii,  due  boied  on  an  involuntoAy 
iituation  iuch  a&  cancellatton  0^  the  itigiit  due  to  weathoA. 
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13.   A  Group  ticket  is  being  issued  in  exchange  for  a  PTA.   The  PTA  is  made 
out  for  15  passengers,  but  only  10  are  traveling.   Check  the  correct 
procedure . 

V^    c.   Issue  group  ticket  for  10  passengers,  change  PNR,  and  complete 
refund  application. 

Re^eA  to  i.l.iX.,  TlckeXying  Manual,   Re^unctcng  Gioup  PTA'i. 

1(5  thz  oAyig'Lnal  numbeA  o^  pa^iengeu  ^  not  tAave.ting,  thz  (^otlowtng 
PNR  changed  irnUit  be.  compleXzd: 

a.  ReXfUivz  thz  PNR. 

b.  Rtdact  the.  numbeA  0(5  the  o'Ug-inal  pafitij  In  the  PNR  by  ui,lng  "Reduce 
EntAij"  natheA  than  by  du.vldA.ng  io  that  the  PTA  uiltl  not  appeoA  in 
two  PNR'i  and  depoAtwie  pioceAitng  Mill  have  the  aoviecX  paiitngeA 
count. 

c.  Change  ticketing  {^leld  to  ihoM  tlcketii]   liiued  In  exchange  ^oi  the 
PTA. 

d.  Enteh.  the  Aei^and  Iniow.atlon:     AOSI   PARTIAL  REFUND  APPLIED  FOR  01 
40SI   PARTIAL  PAYMENT  REFUNDED  TO  PURCHASER. 
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NO  CHANGfc  ON  THIS  PAGE 


C.T.C.(A)N0.53 


Appendix  E 
Page  1  of  2 

C.A.B.  Nai42 
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SECTION  VII—  REFUNDS  AND  REROUTING 


VOLUNTARY    (Continued) 
aon    to   Whom      Refund    Is    Made 


Except  as   provided   below,    carrier  will    refund    in  accordance 

he    person    naiaed   as    the    passenger   on    the    ticket. 

ts    Refundable    to  Purchaser   Only 


REFUND   OP  TICKETS   AS    DESCRIBED  BELOK: 


exchange    for   a    Prepaid   Ti 
cellaneous   Charge    Order 


Advice   and/u 


Under  a    Universal    Air  Travel    Plan    referred    to    In 
Section    III    In   Credit    Plan   Tariff    No.    CP-1,    C.T.C. 
(A)    No      43.    CAB.    No      116.    Issued   by   Airline   Tar- 
iff  Publishers,    Inc    ,    Agent. 


Against    a    Tr 


Requ 


gov 


Against    a   US     Gove 


Tickets    for    transportation    via   AL.TS ,AA .BN .CP ,DL. EA . 
FL.HA,       .NA.NX.OZ,     RV.SO   TW    UA    or   WC    issued   anainst 
a    credit    card    referred    to    in   Credit    Plan   Tariff    No. 
CP-1,    C   T.C.(A)    No.    43,    CAB      No      116,    Issued   by 
Airline   Tariff   Publishers,    Inc    .    Agent. 


ILL  BE   HADE   ONLY   TO: 


The   purcha»,er    of    the   Prepaid  Ticket   Ad 
and/or    Miscellaneous   Charge    Order 


rhe  US  Governnient  Agency  »hlch  Issued 
the  US  Covernment  Transportation  Requ 
tflth  a  check  payable  to  the  "Treasurer 
the    United   States" 


Tickets    Refundable    to   Person   Other   Than   Passenger    (Applicable 

AA  ,    CP ,       CO ,    EA  ,    ND ,    N*' ,    PA  ,    RV  ,    TZ ,    TV  ,    UA    a  nd   WA  .  ) 


the    ticket    an 


refund  shall  be  m 
accordance  with  t 
In  the  ticket  or 
liable  to  the  tru 


or  exchange  order 
true  passenger  fo 

(Applicable  to  AL 


vlll  be  deemed 


lUd  refund 


If,  at  the  time  of  applicatl 

ticket  on  behalf  of  Its  enpl 

refund  will  be  made  directly 

(C)   Lost  Tickets  (Not  Applicable 


.CO.TW 
refund. 


lid    UA     ., 
evldenc 


the    travel    agent    has 


the    employe 
BN) 


Amount  of  Re  fun 
ing  amounts,  as 


When  a  pas 
h  Issued  the 
applicable 


if  the  ticket  has 


and  charges  pa 


it  has  been 


refu 
refu 
and 


the  passenger  ha 

that  covered  by 

equal  to  the  far 

the  passenger  has  not  pu 

as  that  covered  by  the  u 

amount  equal  to  the  dlff 


based  a  new  ticket  cov 
used  portion  of  the  lo 
charges  paid  for  such 
purchased  a  new  ticket 
d  portion  of  the 
ce  between  the  f 


ted  that  a  compa 
refund  to  its  c 
t  ravel  agent . 


ring  the 
t  ticket. 
>w  ticket 


and 


(2)   Appllcatlo 


rges  a 
ed  portion 
for  Refund 


the 


St  1 1 c  ke I 
and  chai 
the    pasf 


cket 


later   than 


(Applicable  to  all  participating  ca 
rdance  with  (1)  above  provided  appll 
le   month   after    the   expiration   date    c 


e    same    t ransportat lo 
,     refund  will    be    an 
ges    paid   and    the    far 
enger   covered    by    the 


PA)  Refund  will  be 
or  has  been  made  not 
cket  . 


ISSUED:      NOVEMBER    14,    1974 


DECEMBER    14,     1974 


(Printed  In  U.S.A. ) 


CORRECTION  NO  g294 
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AlrllM  Tariff  Pablliiwrt.  lac,  A«M« 

LOCAL  AND  JplMT  PASSINSil  «UHS  TAIIff  MO. 


SECTION  VII— REFUNDS  AND  RCROUTINGS 


mrUMD  -  VOLUWTARY  (Continued) 


(C) 


(Continued) 

(2)   Appllcatlo 


for  gefuDd  (Contln 


(Not  applicable  to  AC. m ,AS ,AA ,CP,CO,BL ,«A .HA ,  NW.PA  .PW  .  RV  TZ,T»  UA 
tlon  auat  be  filed  In  general  offlcea  of  carrier. 


Appllcatlo 


forma  praacrlbed  by  car 


When  Payable 

(I)  Via  AL.AA ,CO,DL,KA.NA  PA  PI .T*  and 
application  for  auch  refund,  aubje 

(II)  Via  all  other  carriers,  except  AL.AA ,CO,DL,EA .HA ,PA ,P1 ,TW  and  UA  refund  will 
not  be  Bade  In  leaa  than  four  months  after  receipt  of  proof  of  loss,  subject 
to  (e)  below. 

KXC8PTI0H  (1)   AC,   NW ,  RV  TT  or  WA  will  refund  a  ticket  purchased  under  the 

Universal  Air  Travel  Plan  provisions  contained  In  Credit  Plan 

Tariff  No.  CP-1,  C.T.C.(A)  No.  «3 ,  C.A.B.  No.  11«  upon  receiv- 
ing application  for  such  refund,  subject  to  paragrapha  (e)  and 
(f)  below. 


(e)   Prevl 


gxcePTiow  (2) 

tl 
lus   Use   or   Refund  ■ 


TT 


•  111 


Request  Issued  by  a  government  agency  upon  receiving  appll- 
^n  for  such  refund,  subject  to  paragraphs  (e)  and  (f)  below. 


Refund  will  be  made  only  provided  that  tbs  lost 
has  not  previously  been  honored  for  transportatlo 


:lckat 


portion  the 

refunded  to  any  person, 
(f)   Indemnity.   Carrier  will  make  such  refund  only  provided  that  the  person 

refund  Is  made  agrees.  In  such  form  as  may  be  prescribed  by  the  carrier. 

Indemnify  carrier  for  any  loss  or  damage  which  It  may  sustain  by  reason 

refund  ■ 
Service  Charge.   The  following  carrlere  will  Impoee  a  service  charge,  as  shown  below 
per  ticket  for  handling  such  request  for  refund  of  a  lost  ticket: 


o  whom 

to 

f  such 


US   Currency 

Canadian  Curren 

^L. 

»5.00 
$5.00 

$5.00 

ts.oo 

$5.03 

R«  .as.t's  ,aa  ,co,w.,ea  .fl.ha  ,na  .nc.pi  . 

RV,SO,TT,T*.UA,»A.WC 

■^ 

'^"^^^^^  it'.'ii"c'oni;)  no-s«vlce-cnarge-,lil  be  impieed  for  Military  passengers 
when  transportation  Is  paid  for  with  a  U.S.  Cover 
Request  (Form  No.  1169) 


nmsnt  Transportatlo 


lnj_of_K. 


Far 


Death  of  Family  Mesbe 


y  Member . (Applicable  via 
Uoket,  wblck  is  subject 


DL 


EAj 


fare   ticket,  which  is  subject   to  a  mlnlmu 
to    return   te   the  point   of   origin  prior   to 
the    rulea  applleabla   to  suob  eacuraion 
3f    the   passenger's    immediate    family,    carrier  will   make 


then"  a   passengei'   holding   a   partially    uaed   eacursic 
return    limit.     Is    rerouted,    pursuant    to   Rule  38S  (C) . 
the   earlleet    date   permitted    for    return   travel    under 
fare   because   of    the   death  of  a   member 
a    refund    to    the   passenger   aa    follows 

(1)  A  refund  will  be  made  in  the  amount  of  the  difference  between  the  fare  paid  for  the  tran 
portatlon  uaed  via  the  revlaed  routing  and  the  excursion  fsre  that  would  'have  applied  to 
the  routing  uaed  If  the  paasenger  had  complied  with  the  minimum  return  limit  applicable 
to   such   excursion    fare. 

(2)  Application  for  refund  must  be  made  on  for 
the  name,  relationship  and  date  of  death  o 
family 

(3)  The    term    immediate    family,    as   used    in    thle    rule,    means   spouse,    children,    grandchildren 
parente,    brothers,    sisters,    daughter/son-in-law   and    fatber/mother-ln-law . 


(Cootiaued  oa  next  page) 


xplalned  hereo 


ISSUED   OCTOBER  29,  1974 


EFFECTIVE   NOVEMBER  28,  1974 


CORRECTION  NO.   8219 
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ALLEGHENY  AIRLINES  RESPONSES  TO  AIRLINE  QUESTIONNAIRE 

/"Subconnnittee  note.— -Allegheny  inadvertently  failed  to  respond 
to  questions  1  thru  5  of  the  questionnaire ._/ 


1908 


AllCGIICNY  AIRLINES,   INC. 

STATEMENT  OF  INCOME  A.NO  OTHER  INfOrJWION  FOR  THE  TEN  YEARS  ENOEO 

DECUWER  31,  1973  AND  NINE  IfflNtllS  ENDED  SEPICK.OER  30,  1974 


QUESTION  WO.  6 


6^" 

lie 


m 


i  'i 


Hi 


-1  i  i 


1    1 


il         W^-\  P]  s]     I  -]  l\  I     '-"I  -]      I 


SSI     :2  S      ol     ^J     .nj  »-u,      -J 

"1     'I  "      1     ^1     1  I     1 


"I  3 
§1  § 

°l  s 

3! 

I? 


u  s 


?:  a 


CMl      Oi  MM 

9 1      s 


:rl  S 


«   S 


-   51  -o    ^    "gs    s 
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QVESTIOW  HO.  7 


Working  capital   at  beginning  of  yeir, 
«s  resuted 

Funds  Provided  During  Year: 

Income   (loss)   before  extraordinary 
Items  and  cumuUtlve  effect  of  « 
change   In  accounting  principle 
Add  charges  against   Income  not  re- 
quiring  funds: 

Depreciation  and  amortization 
Charge  equivalent  to  Income  taxes 
Other  costs 

Funds  derived  from  operations 
Cusulatlve  effect  on  years  prior  to  1973 
of  a  change  In  the  method  of  account- 
ing for  vacation  liability 
Long-term  debt  assined   In  acquisition 

of  Kohawk 
Issuance  of  long-tem  debt 
Value  of  stock  and  warrants   Issued  in 

acquisition  of  Hohawk 
Sale  of  cotmton  stock  and  conversion  and 

surrender  of  debentures 
Reduction  of  property 
Decrease  (increase)   In  equipment  deposits 
Other 

Total  funds  provided 

Funds  Used  During  Year: 

Equipment  acquired  In  connection  with 

Kohawk  nerger 
Purchase  of  other  property  and  equipment 
Reduction  of  long-term  debt 
Route  acquisition  costs  deferred 
Development  and  preoperating  costs 

deferred 


Increase  (di 

prepaid  expen 
Dividends  paid  o 
Stock  and  debt  1 
Other 

Total  funds  used 


)    In  noncurrent 
preferred  stock 


Working  capital  at  end  of  year 

Changes  In  working  i 
Increase  (Decrea; 
Cash 

Short-term  InvestnentS 
Receivables 

Sparc  parts  and  suppllei 
Prepaid  expenses 


Increase  (Decrease)  In  current  llabllltle 
Current  maturities  of  long-tem  debt 
Accounts  payable 
Traffic  balances  payable  and  unused 

tickets 
Accrued  expenses 


(fi.825) 
(8.961) 
6.731 


673 
S.386 

1.879 
454 

6.392 


Tears  Ended  December  31, nine  Months 

Ended 
1970  1971  1972  1973         Sept.   30.    1974 

(In  thousands  of  dollars) 
$     4.3S3  $     3.464  V   6.61?  j  10.245  j  13.043 


(5.26?) 

29S 

(1.571) 

4.546 

'   5.1S6 

6.881 

9,891 

782 
5,411 

10,302 
270 
954 

11,821 

11,434 

836 
10.S99 

15,537 
1,522 
1,224 

n.746 
1,492 
2,325 

(466) 

13,185 
2,260 
1,705 

J4:033 

r 

11.386 

4,527 

56,759 

20,055 

4,011 

18,500 

■- 

- 

- 

19.421 

- 

- 

871. 
4,467 
9.148 

7,094 

3,092 

ISO 

9.464 

4,549 

100 

639 
2.325   . 

5 
1,789 
(1.569) 

1,000 
6,153 
(7,666) 

24,613 
7.408 

17,919 
12.310 

6.873 
13,922 

49,258 
24,232 

23,842 
15,669 

3.314 

17,003 

714 

29,748 

12,889 

118 

1,95? 

1.747 

SIO 

2,836 

2,023 

77 

1,027 

1.362 

2,013 

4,788 

4,209 

(745 

(889)  5,148 

t     3,464  t     6.612 


t!i7i 


10,201 
1,411 
5,234 


5.234  (247)  (385) 

gJ.jK  7. 218  (1S;i 


TOW  41429 
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ALLEGHENY  AIRLINES.  INC. 

PURCHASES  and  LEASES  OF  NEW  AIRCRAFT  MADE  IN  THE 

FIVE  YEARS  ENDED  DECEMBER  31,  1974 


QUESTION  NO.  8 


Purchase  of  New  Aircraft 

1970  DC-9-31 

1971  DC-9-31 


Aggregate 
Cost 
No.         Including 
Acft.  Modifications      Depreciation  Policy  Financing 


3        $13,500,000        15  Years     15%  Residual  Value  1/ 

\ 
1  4,634,000        15  Years     152  Residual  Value  1/ 


1972  -  - 
1973 

1974  DC-9-31      J.  5,281,000   15  Years  15?  Residual  Value     1/ 

Total  .  5  $23,415,000 


1/  All  five  DC-9-31  aircraft  were  purchased  by  financing  under  the  Company's 
Credit  Agreement  with  various  banks  and  insurance  companies. 


Lease  of  New  Aircraft 
1970 

1971     DC-9-31 
1972 

1973     DC-9-31 
1974 
Total 


Lessor's  Cost 

No.  Plus  Lessee's 

Acft.  Modifications 


1    $  4.584,000 


6    31,566,000 


Lease  Period 


12  Years 


12  Years 


7    $36.150,000 
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ALLEGHENY  AIRLINES,  INC.  QUESTION  NO.  9 

OUTSTANDING  CONTRACTS  FOR  THE  PURCHASE  OF 
AIRCRAFT  AND  OTHER  MAJOR  ITEMS  OF  EQUIPMENT 


The  Company  has  a  commitment  to  acquire  eight  DC-9-50  aircraft  from  McDonnell 
Douglas  Corporation  at  an  aggregate  purchase  price  of  $57,000,000  for  delivery  be- 
tween September  and  December  1975  and  has  an  option  to  acquire  an  additional  eight 
DC-9-50  aircraft  at  an  aggregate  purchase  price  of  approximately  $58,000,000.  In 
addition,  the  Company  has  a  commitment  to  acquire  four  JT8D-17  engines  from  Pratt 
&  Whitney  at  an  aggregate  purchase  price  of  $2,348,000.  The  Company  has  made 

equipment  deposits  as  follows: 

Deposits 

8  DC-9-50  Aircraft  '        $8,958,000 

8  DC-9-50  Airc-aft  (Options)  160,000 

4  JT8D-17  Engines  1^^,000 

$9.235,000 

Allegheny  is  continually  reviewing  its  future  equipment  needs.  Currently  there 
are  no  other  planned  purchases  over  the  next  five  years. 
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ALLEGHENY  AIRLINES,  INC. 

SALARIES  and  BONUSES  and  OTHER  COMPENSATION  PAID  TO 

THE  TEN  HIGHEST  PAID  EXECUTIVES  FOR  THE  FIVE  YEARS 

ENDED  DECEMBER  31,  1974 


QUESTION  NO.  10 


Name  and  Title 


Henry  A.  Satterwhite  -  Chairman  of  the 
Board  of  Directors 

Leslie  0.  Barnes  -  President 

Walter  J.  Short  -  Executive  Vice 
President  -  Finance 

Edwin  I.  Colodny  -  Executive  Vice 
President  -  Marketing  S  Legal 
Affairs 

L.  Thomas  Ferguson  -  Executive  Vice 
President  -  Marketing  Services 

Eugene  C.  Taylor  -  Executive  Vice 
President  -  Operations 

W.  Blake  Thompson  -  Senior  Vice 

President  -  Financial  Planning 

Harvey  M.*  Thompson  -  Vice  President  - 
Flying 

George  N.  Spooner  -  Senior  Vice 
President  -  Market  Planning 
&  Revenue 

Richard  6.  Dinning  -  Vice  President 

Garner  W.  Miller  -  Vice  President  - 
Maintenance  S  Engineering 

Rocco  J.  Masiello  -  Vice  President 
Maintenance  &  Engineering  * 


1970 


1971 


1972 


$  43,548  $  47,500  $  49,326 
110,327   123,500   128,250 


1973     1974 

(Estimated) 


i   55,865  $  62,596 
141,234   158,654 


62,288    65,000    71,100    75,000    82.211 


61,385  65,000  71,100 

47,289  50,000  66,923 

62.289  65,000  71,100 

34,735  36.000  51,385 

42,874  50,000  52,750 

41,235  42,500  44,135 

46,927  50,000  54,673 


75,000  82,211 

75,000  82,211 

75,000  82,211 

56,400  61,823 

55,400  55,583 

43,346  50,769 
42,500 

47,885 


*  Resigned 
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QUESTION  NO.  11 

It  is  impossible  for  us  to  respond  specifically  to  the 
questions  asked.   However,  all  possible  steps  would  be  explored 
including  those  mentioned.   The  effort  would  be  continuous  starting 
in  the  first  year.   It  would  necessarily  include  suspensions  of 
service  on  loss  routes  and  reduction  in  personnel.   Exploration  of 
merger  possibilities  with  other  carriers  would  be  included. 

Allegheny  Airlines  as  a  local  service  carrier  would,  of 
course,  make  application  for  federal  subsidies  under  Section  406 
of  the  Federal  Aviation  Act. 

QUESTION  NO.  12 

The  primary  responsibilities  of  the  CAB  under  the  Federal 
Aviation  Act  are  clearly  set  forth  in  the  Act  and  are  designed  to 
develop  a  sound  air  transportation  system.   Each  case  would  have 
to  stand  on  its  own  merits.   Under  the  Federal  Aviation  Act  the 
CAB  should  not  financially  support  a  company  whose  management  did 
not  measure  up  to  the  statutory  standard  of  providing  an  honest, 
economical  and  efficient  management.   However,  the  public,  under 
the  Act,  should  be  protected  and  temporary  financial  help  pending 
some  financially  sound  long  term  solution  such  as  merger  might  be 
necessary. 

QUESTION  NO.  13 

Since  1938  (and  indeed  since  1958)  the  technology  of  air 
transportation  has  so  dramatically  changed  that  air  carriers 
free  from  the  geographical  area  constraints  of  the  ordinary  utility 
have  made  expansion  and  merger  economically  necessary  and  desirable. 
Efficiency  in  providing  needed  public  service  has  tended  to  reduce 
the  number  of  trunk  air  carriers,  rather  than  to  increase  the  number. 

Today  several  supplemental  carriers  and  8  local  service  carriers 
provide  essential  and  substantial  services.   It  should  be  recognized 
that  all  local  service  carriers  today  are  bigger  than  any  trunkline 
was  in  1938,  and  Allegheny  Airlines,  the  largest  of  the  local  carriers, 
has  greater  commercial  revenues  than  any  of  the  trunklines  had  as 
late  as  1958. 

And,  today  local  carriers  provide  effective  competition  to 
the  trunklines  in  many  dense  short-haul  markets,  such  as  the 
Pittsburgh-Chicago,  Pittsburgh-Philadelphia,  Buffalo-Boston  service 
provided  by  Allegheny. 

QUESTION  NO.  14 
Unable  to  respond. 
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QUESTION  NO.  15 


As  Allegheny's  route  system  has  developed,  it  has  experienced 
continuing  and  dramatic  growth.   A  major  problem  has  been  the  need 
for  additional  investment  to  accommodate  this  growth.   As  this 
investment  has  increased.  Allegheny's  need  for  federal  subsidy  has 
declined  and  its  profitability  improved. 

Allegheny  will  have  a  continuing  need  for  capital  to  enable  it 

attract  this  capital  without  a  continuing  record  of  profitability. 

QUESTION  NO.  16 

In  evaluating  factors  responsible  for  the  airline  industry's 
profit  history  in  the  past  ten  years,  several  have  undoubtedly  been 
influenced.   With  regard  to  the  trunkline  segment  of  the  industry, 
the  introduction  of  jet  aircraft  in  the  1960 's  had  a  very  favorable 
impact.   In  addition,  CAB  route  policy  had  a  favorable  impact  in 
many  cases  by  strengthening  the  smaller  regional  trunklines.   Perhaps 
the  area  in  which  the  decision  was  most  damaging  to  the  profit  picture 
of  the  industry  was  in  one  specific  case,  the  Trans-Pacific  Case 
decided  in  1968-1969.   This  decision  was  one  made  by  the  President 
pursuant  to  his  authority  under  Section  801  of  the  Federal  Aviation 
Act.   The  overcertification  in  the  Hawaiian  and  Pacific  markets  had 
a  very  significant  impact  on  the  earnings  of  several  carriers  and  also 
may  have  led  to  the  overcapacity  due  to  excessive  purchases  of  wide- 
bodied  aircraft  by  carriers  involved  in  the  competitive  Hawaiian 
operation. 

With  regard  to  the  local  service  industry,  the  CAB'S  route 
strengthening  program,  which  commenced  in  1966,  was  a  positive 
contribution  to  strengthening  this  industry  and  reducing  the  carriers' 
dependence  on  Federal  subsidy.   In  those  years  in  which  the  local 
industry's  profit  was  inadequate,  the  primary  reason  was  in  the 
structure  of  the  subsidy  rate  system  which  tended  to  reduce  subsidy 
faster  than  the  deficiencies  could  be  made  up  by  profits  from  the 
ineligible  operations. 

In  the  area  of  fare  policy,  the  CAB  until  recent  times  has 
probably  been  too  restrictive  in  permitting  needed  increases  to  off- 
set inflation.   However,  the  Domestic  Passenger  Fare  Investigation, 
which  was  concluded  by  the  CAB  in  1974,  should  provide  a  long-term 
basis  for  improving  the  regulatory  framework  relating  to  passenger 
fare  matters. 
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QUESTION  NO.  17 
Unable  to  respond. 


QUESTION  NO.  18 

Probably  the  most  meaningful  unit  of  cost  to  measure  the 
efficiency  of  an  air  carrier  engaged  primarily  in  passenger  traffic 
is  its  total  costs  per  available  seat  mile.   In  the  local  carrier 
industry  (where  available  seat  mile  costs  are  higher  than  in  the 
trunkline  industry  because  of  the  short  length  of  haul)  the  industry 
average  cost  was  5.42^  per  available  seat  mile  for  the  year  ended 
June  30,  1974.   For  this  same  period,  Allegheny's  cost  per  available 
seat  mile  was  5.26^. 
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ALLEGHENY  AIRLINES,  INC.  QUESTION  NO.  19 

ADVERTISING,  OTHER  PROMOTION  and  OFFICE  RENTAL  COSTS 
FOR  THE  FIVE  YEARS  ENDED  DECEMBER  31,  1974 


1970  1971  1972         1973  1974 
(Estimated) 

Advertising  Costs   $2,551,000  $2,806,000  $3,918,000  $4,414,000  $4,773,000 

Other^Promotion      ^^^^^^^  ^^^^^  ^^^^^^       ^^^^^^  ^^^^ 

Total          $2.805,000  -$2.882.000  $3,980.000  $4.490.000  $4.862.000 


Percent  of  Total 
Operating 
Expenses  1.93g        1.69<        1.6U        1.47t        1.38< 


NOTE:  Insignificant  rental  costs  can  Be  charged  to  advertfsfng  and  promotfonal 
programs. 
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QUESTION  NO.  20 


As  of  December  1,  1974,  the  added  cost  of  boarding  an 
additional  passenger  at  each  departure  is  $6.60. 


QUESTION  NO.  21 
Not  applicable  to  Allegheny. 
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QUESTION  NO.    22 
Page   1   of  3 


C    B 

13  -a 

to  «£ 


v,\       v^        O  O-N. 


u  u 

O  O-N. 


I  .H^         n 


152 


t>   b  (<   h   h 

n  o  3  V  3 

N   O   ><    O  IH 


P)  N        iH        M  ira  00        t-lM*        ^ 
r-l  M        M        ^NrH        N\i-I        00 

^  to      o)      iH  ^  c4      t*  iH  ^      ta 


NN 

MN 

t-  t* 

t-  t» 

^\ 

w 

O  OO 

0>  at 

n  N 

MM 

•-v\ 

W 

(0  t* 

o>a> 

^  en      tfi 

MM       N 

NN        CM        N«N        NNC 


■H      o  e  -rf 


U        M 

h  0)  o       o  o 

o 

O    -<    F<              *'      U    Jt 

m      a 

<H  r  i-i      u  o  i< 

n  -o  cs 

4J  a^H      B  B  o 

10  h  c 

b.    B    >         -H  -H  >■ 

BOO 

a  01  u)      £  w 

Cfl  *M  -H 

X  E-H      ojr<  a 

^   **-0 

1      1     3    O    C9   cs    0) 

1    b  c 

B    O   Q  rH  »  CO  2 
O  .1  J  rH    1     1      1 

■D    «  •-< 

B  X    1 

♦P  ,-1    1   -rt  ■o 

a   1    0 

bfi^H  *j  >  a 

w   >.  M 

.a  >  -M  £  o 

0)  B  a 

»<  m  o  m  a 

>   CO  u 

rt  ■rf  u   a  Jl 

O  A  -^4 

U  3  *>»  o 

r4r4  J3 

S2.S      2 

o<u 

4->  1^  +«  b   O 

OM  (8  ©  <-« 

:  <H   C  44  b  i3   O 

*  >  c  (a  O  Mf-t 

:  (0  -p^  o>       *- 1-4 

1    3    C  O    V  A    > 

:    O  -H  O  Z    Ul   to 


A>'Hi-ii-(;0(aas 


)  ■*->    3 


s  a  uuau» 


1919 


gOESTION  NO.    22 
Page   2  of  3 
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QUESTION  NO.  22 
Page  3  of  3 


In  recent  years  the  CAB  has  operated  under  a  route  moratorium 
policy  denying  entry  authority  to  scheduled  air  carriers  in  new 
markets.   While  this  policy  can  be  justified  in  many  heavily 
traveled  markets  where  additional  competition  was  created  by  Board 
decisions  in  the  1960 's,  it  has  also  been  applied  where  no  effective 
competition  exists  and  where  new  competitive  services  proposed  by 
Allegheny  should  be  authorized  as  in  the  public  interest. 

It  is  also  recognized  that  the  technical  staff  of  the  Board 
is  extremely  limited  so  that  it  cannot  always  make  prompt,  thorough 
analyses  and  conduct  hearings  on  applications  of  substance  that  come 
before  it. 

Unnecessary  delay  is  also  created  by  Section  801  of  the 
Federal  Aviation  Act  which  provides  review  and  approval  by  the 
President  of  the  United  States  on  all  certificate  changes  affecting 
international  route  authorities.   Allegheny  Airlines  supports  the 
recent  resolution  adopted  by  the  American  Bar  Association  on  this 
subject,  reducing  this  presidential  authority.   Copy  is  attached. 
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AMERICAN  BAR  ASSOCIATION 


REPORT  TO  THE 
HOUSE  OF  DELEGATES 

SECTION  OF  ADMINISTRATIVE  LAW 
AND  STANDING  COMMITTEE  ON  AERONAUTICAL  LAW 


RECOMMENDATIONS 

The  Section  of  Administrative  Law  and  Standing 
Committee  on  Aeronautical  Law  recommend  adoption  of  the 
following: 

WHEREAS,  since  19  59  the  Association  has  supported 
reforms  in  administrative  procedures  relating  to  the 
President's  participation  in  certification  of  United 
States  Air  Carriers  for  overseas  and  foreign  routes, 

WHEREAS,  existing  administrative  procedures  involve 
the  President  unnecessarily  in  disputes  among  U.S.  domestic 
Air  Carriers  competing  for  such  air  routes,  and 

WHEREAS,  the  withdrawal  of  the  President  from 
such  disputes  can  be  accomplished  in  a  manner  which 
preserves  the  President's  constitutional  rights  and 
obligations  in  the  fields  of  national  defense  and 
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foreign  relations  while  removing  economic  and  domestic 
political  considerations,  and 

WHEREAS,  under  present  procedures  there  are 
impediments  to  judicial  review  of  Civil  Aeronautics  Board 
action  in  such  cases; 

BE  IT  RESOLVED  THAT:   The  American  Bar  Associa- 
tion supports  the  enactment  of  legislation  to  amend 
Section  801  of  the  Federal  Aviation  Act  (49  U.S.C. 
§1461)  by  withdrawing  from  the  President  the  power  of 
review  or  approval  of  Civil  Aeronautics  Board  actions 
to  the  extent  that  such  cases  involve  certificates  of 
public  convenience  and- necessity  to  U.S.  Air  Carriers 
for  overseas  and  foreign  air  transportation,  such 
withdrawal  to  be  accomplished  in  a  manner  which  will 
preserve  the  President's  constitutional  rights  and 
obligations  in  the  fields  of  national  defense  and 
foreign  relations,  while  (1)  removing  economic  and 
domestic  political  considerations  from  the  decision- 
making process,  and  (2)  assuring  availability  of 
judicial  review. 

BE  IT  FURTHER  RESOLVED  THAT:   The  President 
or  his  designee  is  authorized  to  represent  the  Associ- 
ation in  the  furtherance  of  this  resolution. 


-2- 
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QUESTION  NO.  23 

Our  applications  for  new  route  authority  contained  in  the 
answer  to  question  22  provide  a  road  map  of  Allegheny's  interest  in 
providing  new  services.   Allegheny  would  consider  entry  into  these 
markets  because  the  services  could  be  provided  profitably  to  Allegheny 
in  the  individual  markets  and  through  the  development  of  traffic  flows 
within  the  present  Allegheny  system  to  new  terminals.   In  many  new 
route  extensions  the  ultimate  profitablity  is  dependent  upon  the 
generation  of  traffic  in  which  a  carrier  now  participates  over  its 
system  to  and  from  a  new  terminal.   Thus,  a  new  route  may  well  be 
profitable  to  Allegheny  and  provide  an  improved  service  to  the 
public,  whereas  the  same  routes  would  not  provide  similar  benefits 
if  a  different  air  carrier  were  selected  to  operate  over  such  a  new 
route.   The  Federal  Aviation  Act  prohibits  an  air  carrier  from 
providing  scheduled  service  over  any  route  for  which  it  does  not 
have  a  certificate  of  public  convenience  and  necessity. 

QUESTION  NO.  24 

The  regulation  of  transportation  including  railroads,  shipping, 
trucking  and  airlines  is  essential  to  provide  the  public  with  needed 
services.   Air  transportation  is  the  only  form  of  transportation 
that  does  not  operate  on  a  fixed  "road  bed".   Because  of  this  fact, 
if  any  air  transportation  company  could  offer  its  services  in  any 
market  of  its  choice,  the  air  transportation  system,  as  we  know  it 
today,  would  promptly  collapse  and  disappear. 

Freedom  of  entry  would  result  in  destructive  competition 
in  long-haul  and  dense  markets.   Unreliable  service  would  result 
and  bankruptcies  would  promptly  occur.   In  the  less  profitable  or 
unprofitable  short-haul  and  less  dense  markets,  service  would  cease. 
Economic  devastation  would  not  only  hit  the  air  carriers,  but  would 
vitally  damage  the  economy  of  the  country  as  a  whole. 

If  freedom  of  entry  were  to  be  permitted,  nationalization  of 
air  transportation  would  promptly  follow.   Unless  nationalization  of 
essential  air  transportation  services  is  a  goal,  regulation  excluding 
freedom  of  entry  and  including  imposition  of  a  reasonable  compensatory 
fare  structure  is  a  necessity.   If  nationalization  of  air  transporta- 
tion is  a  goal,  it  should  be  accomplished  by  appropriate  government 
take-over  without  the  period  of  chaos  and  economic  ruin  resulting 
from  free  entry  and  freedom  of  carriers  to  set  fares  without  regula- 
tion. 
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QUESTION  NO.  25 

Allegheny  is  not  now  involved  in  any  route  purchase  or  exchange 
proceeding.   Such  proposals  should  be  expedited  without  full  compara- 
tive hearings  as  they  are  today.   If  these  proceedings  were  opened 
up  to  include  applications  of  other  interested  carriers,  a  few,  if 
any,  agreements  would  be  reached.   Agreements  are  now  approved  unless 
they  are  contrary  to  the  public  interest.   The  history  of  the  results 
of  this  test  has  confirmed  the  benefits  to  the  public  of  this 
procedure. 

Any  purchase  price  for  a  route  authority  must  depend  on  the 
ultimate  profitability  of  the  route  as  a  part  of  the  system  of  the 
purchasing  carrier,  and  must  be  recoverable  over  a  limited  period 
of  time  from  operating  profits  of  that  route,  just  as  with  any 
other  capital  expenditure. 


QUESTION  NO.  26 

Allegheny  does  have  excess  obsolescent  propeller  aircraft 
today  and  is  disposing  of  these  aircraft  without  loss. 

The  following  tabulation  presents  this  history  over  the 
past  two  years. 

Inventory  Inventory 

May ,  1973  Dec,  1974 

FH-227B  16*  1 

F-27J  8  0 

♦One  aircraft  is  presently  on  a  long-term 
lease  program  with  an  option  to  purchase. 

In  addition  to  the  sale  or  lease  of  available  aircraft,  we 
have  also  sold  or  committed  for  sale  from  Allegheny's  spares 
inventory  approximately  $2,000,000.00  worth  of  material  that  is 
peculiar  to  these  types  of  aircraft. 
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QUESTION  NO.  27 


Allegheny  has  only  one  "route".   However,  it  has  been 
suspended  or  deleted  at  certain  communities  where  services  have  been 
little  used.   There  is  no  present  intention  to  resume  service.   The 
services  were  discontinued  after  appropriate  CAB  proceedings  which 
determined  that  the  services  were  not  needed  by  the  public   Other 
airlines  are  free  to  provide  replacement  service  if  approval  is 
received  from  the  CAB  or  if  the  proposed  service  falls  within  the 
Section  298  exemption  of  the  Board's  Economic  Regulation.   The 
following  tabulation  lists  cities  where  Allegheny's  services  have 
been  suspended  or  deleted. 

I.   Non-Allegheny  Commuter  Suspensions  and  Deletions 

A.  Deletions: 

Keene,  New  Hampshire,  Docket  22973 

Lawrenceville, Illinois/Vincennes,  Indiana,  Docket  24762 

Lima,  Ohio,  Docket  26113 

Martinsburgi'i'  West  Virginia,  Docket  22058 

Marion,  Indiana,  Docket  24236 

Olean,  New  York,  Docket  26485 

Portsmouth,  Ohio,  Docket  21957 

Poughkeeosie,  New  York,  Docket  24963 

Wheeling.?-;  West  Virginia,  Docket  21851 

Wilmington^/,  Delaware,  Docket  25009 

Worcester,  Massachusetts,  Docket  22973 

\/  Hyphenated  with  Hagerstown 
2/  Hyphenated  with  Pittsburgh 
3/  Hyphenated  with  Philadelphia/Camden 

B.  Temporary  Suspensions: 

Grand  Rapids,  Michigan,  Docket  26645 
..  Kalamazoo,  Michigan,  Docket  25664 

Kokomo-Logansport-Perul/,  Indiana,  Docket  21389 
South  Bend,  Indiana,  Docket  26645 
Zanesville-Cambridge,  Ohio,  Docket  21411 

\/      Conditioned  upon  continued  replacement  service  by 
Air  Wisconsin.   No  Allegheny-Air  Wisconsin  service 
agreement  is  involved 

In  addition  to  the  above,  Allegheny  has  been  suspended  at  the 
following  cities  and  has  contracted  with  commuter  carriers  to  provide 
substitute  services.   This  program  has  received  the  specific  approval 
of  the  CAB  in  each  instance.   The  cities  have  supported  this  substitu- 
tion, substantial  traffic  increases  have  been  generated,  and  the 
public  interest  well  served. 
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QUESTION  NO.  27  (Cont 'd 

II.   Allegheny  Commuter  Suspensions 

Altoona,  Pennsylvania,  Docket  23289 
Atlantic  City,  New  Jersey,  Docket  22083 
Bloomington,  Indiana,  Docket  24857 
Cape  May,  New  Jersey,  Docket  22083 
Clearfield-Philipsburg,  Bellefonte  State  College, 

Pennsylvania,  Docket  25228 
Danville,  Illinois,  Docket  20011 
Du  Bois,  Pennsylvania,  Docket  20573 
Elkins,  West  Virginia,  Docket  21126 
Hagerstown,  Maryland,  Docket  18912 
Hazelton,  Pennsylvania,  Docket  19884 
Jamestown,  Virginia,  Docket  26618 
Johnstown,  Pennsylvania,  Docket  20958 
Lancaster,  Pennsylvania,  Docket  24020 
Mansfield,  Ohio,  Docket  20951 
Massena,  New  York,  Docket  21533 

Muncie-Anderson-Newcastle,  Indiana,  Docket  22260 
New  London-Groton,  Connecticut,  Docket  25786 
Ogdensburg,  New  York,  Docket  21533 
Oil  City-Franklin,  Pennsylvania,  Docket  21295 
Plattsburgh,  New  York,  Docket  26202 
Reading,  Pennsylvania,  Docket  24020 
Rutland,  Vermont,,  Docket  21335 
Salisbury,  Maryland,  Docket  20871 
Saranac  Lake-Lake  Placid,  New  York,  Docket  26202 
Terre  Haute,  Indiana,  Docket  25199 
Trenton,  New  Jersey,  Docket  23888 
Watertown,  New  York,  Docket  26206 

For  your  information,  a  copy  of  the  Allegheny  Commuter  Report 
For  1973  more  fully  explaining  this  program  contained  in  Volume  II. 

[The  Allegheny  Commuter  Report  For  1973  has  been  omitted.] 
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ALLEGHENY  AIRLINES,  INC.  QUESTION  NO.  28 

FUEL  COST,  1972.  1973.  1974  and  1975 


1972  1973  1974  1975 
(EstTinired)  '      (Estimated) 

Fuel  costs  $25,539,000        $31,714,000         $48,610,000        $61,886,000 

Percent  of  Total  Operating 
Expenses 

Cost  per  Gallon 

Increase  (Decrease)  1n  Cost 
.per  Gallon 

Percentage  Increase  (Decrease) 
In  Cost  per  Gallon 


10.32X 

10.40« 

13.821 

Unavailable 

ii.ait 

12.97t 

21.51* 

27.00* 

(.99)* 

1.66i 

•8.54t 

5.49t 

(8.1)X 

14.7X 

65. 8S 

25.5S 
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QUESTION  NOS.  29-30 
Not  applicable. 

QUESTION  NO.  31 

Allegheny  believes  that  there  should  be  a  minimum  of  two 
unrestricted  carriers  certificated  to  serve  any  dense  traffic  route. 
This  competition  is  beneficial  to  the  carriers,  the  industry  and 
the  public.   Where  two  or  three  carriers  now  are  in  active 
competition  over  a  particular  route,  more  competition  by  additional 
carriers  may  have  a  harmful  effect  on  the  industry  and  on  Allegheny 
with  respect  to  its  service  over  such  route. 

However,  a  significant  number  of  markets  certificated  to 
trunk  carriers  are  not  being  served  by  these  carriers.   Within 
Allegheny's  area  of  service,  many  such  markets  exist  and  can 
economically  support  active  competition.   The  CAB  should  have 
greater  authority  to  take  away  certificate  authority  where  it  is 
now  dormant  or  only  token  service  is  provided. 

QUESTION  NO.  32 

The  effect  on  the  industry  would  be  chaotic.   See  answer  to 
questions  23  and  24. 

QUESTION  NO.  33 
Not  applicable. 


1929 


QUESTION  NO.  34 

Decisions  with  regard  to  the  frequency  of  schedules  and  air- 
craft type  to  be  operated  in  a  given  market  are  based  on  several 
factors  including  the  following: 

1.  Certificate  obligation, 

2.  Market  size, 

3.  Competitive  factors, 

4.  Level  of  traffic  required  to  achieve  a  profitable 
operation,  and 

5.  Relationship  of  specific  market  flows  for  scheduling 
purposes  (e.g.,  whether  the  segment  is  a  "bridge"  segment). 

In  deciding  which  markets  to  promote  heavily,  the  Company 
considers  the  long-range  profit  potential,  and  its  ability  to  compete 
effectively  if  the  market  is  a  competitive  one.   Advertising  effort 
is  directed  primarily  at  markets  with  significant  revenue  potential. 

Decisions  with  regard  to  scheduling  are  made  in  the  office  of 
the  Senior  Vice  President  -  Market  Planning,  who  reports  directly  to 
the  President.   In  addition,  the  marketing  and  operating  departments 
are  part  of  the  decision  processes  because  of  their  direct  concern 
with  the  schedule  patterns. 
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QUESTION  NOS.  35-36 

Allegheny  provides  only  one  class  of  service  with  its  fares 
based  on  coach  fares  of  the  airline  industry. 

QUESTION  NO.  37 

Allegheny  must  continue  its  growth  to  operate  with  greater 
efficiency.   Because  unit  costs  improve  with  longer  stage  length  of 
flights  and  longer  passenger  journeys,  the  area  of  growth  must  be  in 
such  markets.   These  markets  are  available  within  Allegheny's  present 
system  if  restrictions  now  in  force  are  lifted.   Also  they  are 
available  in  expansion  of  the  present  system  to  logical  new  terminals 
where  competition  is  needed  and  improved  service  would  result  for 
Allegheny's  present  passengers  to  and  from  such  terminals  who  are  now 
forced  to  use  two  carrier  connecting  services. 

The  end  result  would  be  a  more  efficient  Allegheny  operation 
and  improved  service  to  the  public. 

QUESTION  NO.  38 

Allegheny  is  unable  to  quantify  additional  costs  imposed  as 
the  result  of  CAB  reporting  and  ticketing  requirements.   However, 
to  conduct  a  scheduled  airline  business  and  to  properly  serve  the 
public,  most  Civil  Aeronautics  Board  filings  and  the  data  reported 
are  necessary  for  management.   The  additional  costs  imposed  by  CAB 
regulation  are  thus  modest. 

QUESTION  NO.  39 

Unable  to  respond. 


QUESTION  NO.  40 

Prior  to  1973  Allegheny  did  not  break  out  separately  its 
costs  related  to  Civil  Aeronautics  Board  proceedings. 

1973  Total  Costs  $143,404 

First  9  Months,  1974       $150,433 
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ALLEGHENY  AIRLINES.  INC. 

TOTAL  NUMBER  OF  PASSENGERS  ENPLANED  DURING 

THE  PER  00  JANUARY  1.  1972  through  SEPTEMBER  30.  1974 


QUESTION  NO.  41 


ToUl 

Passengers 

Enplaned 

Scheduled 

•  Service 


1972 


9.354,200 
10.822.357 


Nine  Months  Ended 
September  30,  1974 


8.258.955 


ALLEGHENY  AIRLINES,  INC.  QUESTION  NO.  42 

TOTAL  NUMBER  OF  FLIGHTS  SCHEDULED  TO  OPERATE 
DURING  THE  PERIOD  JANUARY  1.  1972  through  SEPTEMBER  30.  1974 


Total 

Scheduled 
Departures 


1972 
1973 


378.581 
400.883 


Nine  Honths  Ended 
September  30,  1974 


246,906 


ALLEGHENY  AIRLINES,  INC. 

TOTAL  NUMBER  OF  FLIGHTS  ACTUALLY  OPERATED  DURING 

THE  PERIOD  JANUARY  1,  1972  through  SEPTEMBER  30,  1974 


QUESTION  NO.  43 


Total 

Actual 

Departures 

(Scheduled  Service) 


1972 
1973 


355.998 
389.155 


Nine  Honths  Ended 
September  30,  1974 


241 .437 
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QUESTION  NO.    44 


1972 

1973 

197' 

4 

5 

6 

6 

10 

11 

2 

2 

2 

Consumer  Affairs 
Central  Baggage  Service 
Air  Freight  Claims 

NOTE:   Above  figures  do  not  include  all  Customer  Service 
personnel,  clerical  and  administrative  personnel 
and  personnel  at  field  stations  who  handle  baggage 
problems. 


QUESTION  NO.  45 


1972 
1973 
1974 


6,960 
8,574 
9,535 


NOTE:   The  Consumer  Affairs  Department  was  reorganized  in 

July  of  1973  and  a  more  active  program  of  soliciting 
comments  from  passengers  was  developed. 


1972 
1973 
1974 


4,982 
6,815 
8,240 


QUESTION  NO.  46 


1972 
1973 
1974 


$73,907 
$83,596 
$73,173 


QUESTION  NO.  47 


Consumer  Affairs 
Air  Freight  Claims 


1972 


$   6,446 
$137,113 


QUESTION  NO.  48 
1973         1974 


$  18,562 
$266,064 


$  16,199 
$209,621 


NOTE:   Does  not  include  baggage  mishandling  costs  or 
denied  boarding  compensation. 
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QUESTION  NO.  49 

63% 

NOTE:   Only  available  by  a  random  Scimpllng. 

QUESTION  NO.  50 
57% 
NOTE:   Only  available  by  random  sampling. 

QUESTION  NO.  51 

Under  unusual  circumstances  where  it  is  felt  that  a  moral 
or  ethical  obligation  requires  waiver  of  the  tariff  language. 

QUESTION  NO.  52 

Department  heads  and  field  personnel  receive  periodic 
reports.   They  routinely  conduct  inquiries  to  determine  the  facts, 
causes  and  steps  that  might  be  taken  to  relieve  or  eliminate 
problem  areas 

In  the  case  of  complaints  alleging  personnel  discourtesy, 
disinterest,  compromises  of  safety  or  serious  service  failures, 
department  heads  are  notified  immediately. 

QUESTION  NO.  53 

Flight  delays 

Flight  cancellations 

Interrupted  trip  handling  (passengers'  amenities,  re-routings, 
accommodations,  etc.) 

QUESTION  NO.  54 

1972  95,647 

1973  121,439 

1974  98,767 

NOTE:  Includes  delayed,  lost,  pilfered  and  damage  baggage. 
Also  mishandlings  of  other  carriers  but  processed  by 
Allegheny  as  the  terminating  carrier. 
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QUESTION  NO.  55 


1972 
1973 
1974 


1,087 
1,491 
1,383 


NOTE:   Includes  interline  prorates. 


1972 

82,567 

1973 

103,777 

1974 

83,676 

1972 

11,896 

1973 

15,989 

1974 

13,568 

1972 

230 

1973 

441 

1974 

389 

NOTE:   Includes  interline  prorates. 


1972 
1973 
1974 


1972 


1973 


1974 


$427,543 
$639,463 
$609,195 

$209,304 
$308,950 
$288,350 


QUESTION  NO.  56 


QUESTION  NO.  57 


QUESTION  NO.  58 


QUESTION  NO.  59 


QUESTION  NO.  60 


NOTE:   Includes  interline  prorates. 
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QUESTION  NO.  61 


1972 


1973 


1974 


1972 
1973 
1974 


1972 
1973 
1974 


$140,553 
$210,520 
$195,966 


$  33,062 
$  47,687 
$  52,818 


$  14,053 
$  30,146 
$  27,805 


NOTE:   Includes  interline  prorates. 


1972 
1973 
1974 


$  30,571 
$  42,160 
$  44,256 


NOTE:   Includes  interline  prorates. 


1972 
1973 


1974 


$423,081 
$555,217 
$476,785 


QUESTION  NO.  62 


QUESTION  NO.  63 


QUESTION  NO.  64 


QUESTION  NO.  65 


NOTE:   Includes  interline  prorates. 
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QUESTION  NO.  66 

1972  25% 

1973  23% 

1974  ?5% 

QUESTION  NO.  67 

No  data  is  compiled  or  maintained  on  this  subject,  but  it 
is  a  minimal  figure. 

QUESTION  NO.  68 

1972  11% 

1973  22% 

1974  24% 

NOTE:   The  low  level  of  these  percentage  figures  is  the 
result  of  the  need  to  reduce  many  claims  by  the 
application  of  depreciation. 


No  figures  are  maintained  in  this  area. 


QUESTION  NO.  69 


QUESTION  NO.  70 


Proof  of  ownership  of  baggage  is  determined  by  the  bearer  of 
a  baggage  check  as  noted  on  Conditions  of  Contract  printed  on  the  back 
of  passenger's  ticket.   Additional  explanation  is  provided  in  our 
answer  to  question  #75. 

QUESTION  NO.  71 

Specific  criteria  is  available  in  our  Passenger  Service  Manual 
(Section  7-1,  Pages  1  thru  5.   Reference  is  made  to  this  information 
on  the  Notice  of  Baggage  Liability  Limitations  posted  at  each 
gate  and  check-in  position,  and  is  printed  on  our  tickets.   Our 
published  timetables  also  provide  additional  information  (page  4), 
entitled  "BAGGAGE".   See  Volume  II. 
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QUESTION  NO.  72 

This  is  an  area  of  primary  concentration  by  our  Security 
Department  when  conducting  Physical  Security  Surveys  at  stations. 
Appropriate  measures  are  taken  at  the  station  level.   We  have 
"positive"  (monitored)  claim  areas  at  two  of  our  major  stations 
which  have  experienced  high  loss/theft  rates.   Similar  programs 
are  planned  for  other  major  Allegheny  stations.   Temporary  positive 
programs  are  instituted  at  major  stations  during  peak  travel  periods 

QUESTION  NO.  73 

Passenger:   Reports  to  field  station  that  something  is  missing 
from  luggage . 

Field  Station:   Completes  report  and  relays  information  to 
Central  Baggage  Services. 

Central  Baggage  Services:   Advises  Security  Department,  Director 

of  Ground  Services  and  Retional 
Director (s)  concerned.   Also  creates 
a  file,  sends  claim  forms  and  settles 
claims. 

QUESTION  NO.  74 

Our  time  frame  goals  are  30-45  days.   Actual  experience 
varies  with  volumes  at  peak  periods  during  the  year. 

QUESTION  NO.  75 

We  request  copies  of  baggage  checks  and  flight  coupon  receipts 
Also  request  copies  of  receipts,  cancelled  checks,  charge  invoices 
or  other  verification  far  items  valued  in  excess  of  $100.00,  and  less 
than  one  year  old  at  time  of  loss.   Allegheny,  as  does  most  domestic 
carriers,  shares  a  computer  which  stores  names  and  addresses  of 
claimants  for  a  24-month  period.  See  Volume  II. 

QUESTION  NO.  76 

The  procedure  to  confirm  requests  for  seats  during  periods 
when  the  computers  are  down  is  technical  in  nature  and  is  contained 
in  Section  10-50,  pages  1-20  of  the  Allegheny  Reservations  Manual. 
We  believe  that  the  procedures  insure  a  reliable  reservations  service 
during  such  periods.   See  Volume  II. 
[This  material  is  omitted.   It  is  on  file  with  the  Subcommittee.] 
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QUESTION  NO.  77 

As  Allegheny  has  grown  from  30,000  passengers  per  month  to 
30,000  passengers  per  day,  it  has  become  economically  impossible  to 
audit  all  tickets  for  the  correct  fare.   Only  interline  fare  billings 
are  fully  audited. 

However,  the  development  of  the  art  of  automated  ticketing  has 
virtually  eliminated  the  problem  for  most  of  our  passengers.   Automat- 
ed ticketing  (the  DIAN  PRINTER)  was  introduced  a  year  ago  and  today 
is  used  in  the  sixteen  largest  ticketing  stations  on  the  system,  and 
its  use  is  being  expanded.   Approximately  69%  of  all  tickets  sold 
are  now  produced  by  this  process,  and  fare  computation  error  is 
eliminated. 

QUESTICTJ  NO.  78 

Allegheny's  processing  of  ticket  refunds  is  completed  within 
approximately  two  weeks.   Only  where  a  credit  card  has  been  used 
for  the  purchase  is  the  customer  further  delayed  in  actual  receipt 
of  the  refund. 

QUESTION  NO.  79 

No  information  available. 

QUESTION  NO.  80 

The  procedures  for  notifying  passengers  of  schedule  changes 
are  contained  in  the  Reservations  Manual,  Sections  7-90;  7-91;  7-92 
and  7-94.   We  believe  these  procedures  provide  a  reliable  service 
to  the  public.   See  Volume  II. 

QUESTION  NO.  81 

Our  lost/replacement  ticket  procedures  are  described  in  our 
Passenger  Service  Manual  (Section  3-25,  pages  1-3.   See  Volume  II. 

QUESTION  NO.  82 

Allegheny  does  not  maintain  clubs  or  VIP  lounges. 
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ALLEGHENY  AIRLINES,  INC.  QUESTION  NO.  83 

NUMBER  OF  PASSENGERS  DENIED  BOARDING  ON  FLIGHTS 

FOR  WHICH  THEY  HAD  CONFIRMED  RESERVATIONS 

OR  VALID  TICKETS  DURING  THE  PERIOD 

JANUARY  1,  1972  through  SEPTEMBER  30,  1974 


1972  5,778 

1973  4,847 


Nine  Months  Ended 

September  30,  1974         4,209 


ALLEGHENY  AIRLINES,  INC.  QUESTION  NO.  84 

NUMBER  OF  PASSENGERS  ELIGIBLE  FOR  DENIED 
BOARDING  COMPENSATION  DURING  THE  PERIOD 
JANUARY  1,  1972  through  SEPTEMBER  30,  1974 


1972  3,329 

1973  2.787 


Nine  Months  Ended 

September  30,  1974     2,498 
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ALLEGHENY  AIRLINES,  INC.  QUESTION  NO.  85 

NUMBER  OF  PASSENGERS  NOT  ELIGIBLE  FOR  DENIED  BOARDING 
COMPENSATION  BECAUSE  OF  EQUIPMENT  SUBSTITUTIONS  DURING  THE  PERIOD 
JANUARY  1,  1972  through  SEPTEMBER  30,  1974 


1972  2,449 

1973  2.060 


Nine  Months  Ended 

September  30,  1974     1,711 


ALLEGHENY  AIRLINES,  INC.  QUESTION  NO.  86 

NUMBER  OF  PASSENGERS  NOT  ELIGIBLE  FOR  DENIED  BOARDING 
COMPENSATION  BECAUSE  OF  GOVERNMENT  REQUISITION  OF  SPACE 
FOR  THE  PERIOD  JANUARY  1,  1,972  through  SEPTEMBER  30,  1974 


1972  None 

1973  None 


Nine  Months  Ended 

September  30,  1974     None 
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ALLEGHENY  AIRLINES,  INC.  QUESTION  NO.  87 

NUMBER  OF  PASSENGERS  NOT  ELIGIBLE  FOR  DENIED  BOARDING 
COMPENSATION  BECAUSE  OF  FAILURE  TO  MEET  CHECK  IN  OR  TICKETING 
REQUIREMENTS  DURING  THE  PERIOD  JANUARY  1.  1972  through  SEPTEMBER  30,  1974 


1972  Unavailable 

1973  Unavailable 


Nine  Months  Ended 

September  30,  1974    Unavailable 


ALLEGHENY  AIRLINES,  INC.  QUESTION  NO.  88 

NUMBER  OF  PASSENGERS  NOT  ELIGIBLE  FOR  DENIED  BOARDING 

COMPENSATION  BECAUSE  THE  CARRIER  WAS  ABLE  TO  REBOOK  THE 

PASSENGER  ON  A  FLIGHT  SCHEDULED  TO  ARRIVE  WITHIN 

TWO  HOURS  OF  THE  ORIGINAL  FLIGHT  DURING  THE  PERIOD 

JANUARY  1,  1972  through  SEPTEMBER  30,  1974 


1972  Unavailable 

1973  Unavailable 


Nine  Months  Ended 

September  30,  1974    Unavailable 
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QUESTION  NO.  89 


1972 


1973 


1974 


$144,216 
$  71,381 
$114,348 


QUESTION  NOS.  90-92 

Allegheny  does  not  offer  conditional  reservations. 

QUESTION  NOS.  93-94 

Allegheny  makes  no  distinction  between  "ok"  (no-record) 
passengers  and  those  with  a  reservation  history.   Both  are  considered 
"confirmed"  in  all  boarding  procedures.   The  procedures  are  described 
in  full  in  our  Passenger  Service  Manual  (Section  6-99,  pages  1  thru 
14),  a  copy  of  which  is  contained  in  Volume  II. 

QUESTION  NO.  95 


1972 


1973 


1974 


2,458 
2,201 
1,216 


QUESTION  NO.  96 


1972 


1973 


1974 


$181,453  -  Hotels 

$  57,875  -  Food 

$394,610  -  Non-scheduled  transportation 

$  25,381  -  Miscellaneous 

$255,340  -  Hotels 

$104,497  -  Food 

$482,820  -  Non-scheduled  transportation 

$  14,101  -  Miscellaneous 

$294,683  -  Hotels 

$  99,047  -  Food 

$464,635  -  Non-scheduled  transportation 

$  2,083  -  Miscellaneous 
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QUESTION  NO.  97 


The  information  originates  at  the  appropriate  source,  usually 
from  a  station  or  a  flight.   Because  of  the  complexity  of  an  airline 
operation  and  its  sophisticated  communication  abilities,  the  procedures 
themselves  appear  to  be  complex.   However,  the  information  proceeds 
through  operations  to  the  reservations  centers  and  stations  where  it 
is  available  to  the  public.   At  reservations  and  information  centers 
it  is  available  to  our  agents  from  a  computer.   At  stations  the  informa- 
tion comes  directly  from  the  operations'  center  and  is  immediately 
available  to  the  public  from  agents  themselves,  from  arrival  and 
departure  boards,  and  at  the  larger  stations  from  closed  circuit 
television  screens. 

The  procedures  are  detailed  in  several  manuals  and  copies  of 
the  appropriate  sections  of  each  are  contained  in  Volume  II. 


[*J  Ground  Services  Manual: 

t*J  System  Control  Pacer  Manual: 


Section  1-20,  pages  1-21; 
Section  1-37,  page  1; 


Section  3-5,  pages  1 
Section  3-7,  pages  1 
Section  3-9,  pages  1 
Section  3-12,  pages 
Section  3-14,  pages 
Se'ction  3-16,  pages 
Section  3-18,  pages 
Section  3-19,  pages 
Section  3-20,  pages 


and  2; 

3; 
-3; 
1-4; 
1-3; 
1  and  2 
1-6; 
1  and  2 
1  and  2 


Reservations  Manual : 
Passenger  Service  Manual : 


Section  6-20,  pages  1-9; 

Section  6-48,  pages  1  and  2; 
Section  6-50,  pages  1-12. 


[♦Omitted.   This  material  is  on  file  with  the  Subcommittee.] 


QUESTION  NO.  98 


Allegheny's  procedures  are  contained  in  Chapter  6-75,  pages 
1-7  of  its  Passenger  Service  Manual,  contained  in  Volume  II. 


1944 


QUESTION  NO.  99 

Allegheny  Airlines  has  taken  steps  in  recent  years  to 
simplify  tariff  construction  and  to  prevent  error  in  charging 
its  passengers.   These  steps  include: 

1 .   The  implementation  of  a  computerized  direct  fare 
quote  system  in  conjunction  with  Allegheny's  PACER 
reservations  system. 

2:      The  implementation  of  automated  ticketing  whereby 
passenger  tickets  are  machine  printed  so  as  to 
include  the  proper  fare. 

3.  Implementation  by  Air  Tariff  Publishers,  Inc.  of 
computerized  tariff  publication. 

4.  Increases  in  the  number  of  published  point-to- 
point  joint  fares. 
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J_  Allegheny  Airlines  Additional  Response   to  Questions   70  &  75_/ 
Page   4   of   current   Allegheny   Timetable 


SYMBOLS 


1  —Monday 
2— Tuesday 
3-V\MnMd4y 
4— Thursday 
S-Fr.djy 
6— Saturdar 
7— Sunday 
X— Exc^t 


AIRPORTS 

K-IC»nn«*ylr 


•I'l  Airport  B— BredkJ^xt 

I  —  BaUinw«.'WashingiOrt  I— Lunch 

Im'IAifport  D— D>nn«r 

M  _M^*w*Y  S— Sn»cl 

L  — LaCuardia  Airport 

N  — Ncwvk  A^-port  Bvvarsga  S«n«> 

W —National  Ai/port  a»»aJat)t« 

O  — M»tropol<ianA«fpon  onaOILghtsoE 

0  — 0'Hw«  convnutsf  High 

1  _  Igor  L  Sikorsky 

Mwnof'at  A>rpori 
H  — Tw«8d  N»vy  Havan  Airport 
Flights  400  lo  599  ar»  op*ral»d  by  BAG  1-11  tab:  flights  600  to  799 
Coovair580propi»ts;  fliflhtj800to999»  -    --    -       .- 

CI  through  C399  art  AIIm 
Twin  On«r.  DeHavilland  F 


Onginattng  (Oapsrtur*)  Oly- 

Local  Airport  (4[ 

D«36n3Myt  (Amval)  Oty 

MmIS«xc* 

0  9p«rtur«  Tim*  from  onginabng  city  ^ 
Dapariur*  Atrport. 

IndKJtM  Aifport  S««v«d  t* 


FROM  N£W  YORK,  N.Y7 
N£WARX, 


..Vli  LaGii««4.  Rmffe  M  K 
H»  York  RHvmttva 
HnraA  RmmBtn 


FbghtNumbar 

Nun^MT  o(  Stops  an  nmt* 

Frequ*nqr  of  s«rv<« 

Far* 

Connftcting  t>>(^l  nt^ntwr 

Pertains  to  at)o^  B>ghi 


SCHEDULES  AND  FARES.-  AU  vJt\9&i)n  srx}  laras  cor^lamvd  h«r«wi  ars  $ub|Kl  to 
Changs  without  rwt>ce  S'r<i  wsath»r  and  factors  affactiog  op«rat>onal  safety  rnay  requirs 
dsljy  or  cancallauon.  th»  schadulM  coma.n»d  h«r».n  raflact  only  e»pecied  tocal  arrwal 
ar>d  dep*Tur«  t»ni*i  and  ars  not  guar8nt»«d  Dunng  holiday  panods  o«r  schsdulos  vvill  b« 
ad;ust*d  sbghtfy  Pieasa  chack  v**if»  your  nearwt  AJiaghsf^y  ticket  or  r«»rvation  offica  (or 
thssa  changaa.  C^tntt  ts  net  rsspons<bl*  (or  arroo  contJKiad  in  the  pnntad  schedule 
"C— 'AHe^^iy  Convnutar  -  ail  Bights  designaiad  with  the  prefa  C  «r*  operated  with 
Beach  99.  Nord  262,  DeH^vriUnd  Hart>o  and  DeHavinand  Twin  Onar  equipmant.  under 
Allegheny's  trademw*.  'AJIe^har^  Cornmuter'  provided  try  independent  corporations  under 
agreements  with  Allegheny. 

Sacunty  Sureher^K  Tckets  cssbed  in  the  U  5  are  subject  to  a  special  secuniy  surcharge  ol 
«  3  7  pv fUght  coupor> inc4u<tr^  t*L  Th«s charg*  '* '"  ***tior»  to  all  other  (ares  and  chargaa- 

INTERNATIONAL  AND  DOMESTIC  TRAVEL 
flaawrvtione;  Re9wai>or^  3nou)d  b«  made  by  talaphone  or  at  arfy  Allegheny  tickal  office 
or  travel  agwcy  Resarvatiorsarevaiidon^ahar  thapurchaseofa  ticket. 
Check-in  TVne:  In  order  to  expedite  fi-ght  departurea.  Allegherry  will  cancel  the  resarva- 
lion  of  any  ticketed  pa3s«"gar  wt>o  does  not  present  hinwell  ai  the  t-ckat+ft  position  by 
tchaduladeparrur*  lirna 

Saggagac  Winm  the  Unitv^^tea  and  Canada,  carrier  wril  transport,  without  charge, 
two  checkad  bags  for  each  ^»-payiog  passengar  sub|9Cl  to  sire  and  weight  limitations 
and  orw  iram  of  spomng  «<%  pment  Passenger  may  also  check  or  carry  on.  without 
chorge.  adcbtmr^  baggage  n^ic^i  is  capable  o'  batrg  stowed  under  the  passengers  seat. 
Charges  for  additional  or  cver-s-^-d  luggage  are  based  upon  applicable  passenger  lares. 
Sporting  equipment  wi  inc'-de  onty  the  follcpwmg  i:ems  Bowling  equipment,  fishing 
equ  pmant.  golfir^g  e*Ju.pmr-T.  sk..og  equipment  and  ^xyting  pistols,  nfles  and  shotguns 
Sporting  hrearms  wD  be  LTTOorted  onty  jub;act  to  a*i»r»ce  arrangemants  with  the 
earner.  Check  arry  AIL?ghery  -jcitei  o^ce  lor  details 

Cameras  liability  (or  dam*;*  !o  less  of.  or  dd:ay  m  del-very  ol  baggage  is  limited  to 
$600  per  fare-pa-rirg  passer-ger  un,sss  a  h■g^ef  valuation  is  declared  af-d  additional 
charges  pa  d  m  »t^ir-ca  Cams  (ir  k:=»  o'  darr^ags  to,  or  del^  m  djl.v^ry  ol  baggage  or 
othdr  personal  properr/  rr.us;  ba  fade  with-n  4  5  days  whan  the  trar\sportaf>on  involves 
|r]ps  whony  with.n  the  Ur  tsd  Stales  Oa'ms  tor  toss  or  damage  occurring  on  tr.ps  involv- 
ing mivnaional  trivH  n  ii-y  part,  must  be  reported  lorthwith  aher  arrival,  but  in  any 
case  in  wnt-ng  withm  2 :  Ca>-s  .n  ir^a  case  ol  'oss  or  7  days  m  the  case  ol  ^arra^e 

Pets,  certain  wxsr-s  :-^.  'rao'e  a^d  per'V'aae  articlas  may  not  Xy»  accepted  (or  t/ans- 
portaron  or  may  r»q-_fa  3a(arce  af-ar-garrenrs  Comact  aiy  Alleghany  i.cVet  oHice  (or 
d«;a  ;s  Frag  :a  a.-d  p#r  ir-jr  »  an-c^es  .viil  be  transported  at  the  «sii  ol  the  passangor  only 
RvsiricredAnidm;  Ac  ^  r-3:crea  flammable  :  qu'ds  andoihjr  haiardouJ  articlesmust 
ro:  be  packed  .nbicjijs    am  a-^d  FM  radorace'V-rsandTVrecev-rsmust  not  t>e  used 


on  board  aircraft  in  ortlar  to  avoid  <ftsturt>ar>c«3  of  the  a^rcrsft's  etaclronic  Nawgailonal 
equipment,  nor  may  "ViSibIa  fluid"  hghiers  tw  used  onboard  avc/sft. 
Forma  of  Peymenc  Camer  %vill  honor  most  maror  credit  cards  'or  local  tr»n^port^^on  on 
Allegheny  Checl*  any  Aitegheny  oK-ce  (or  other  rules  goverrvng  credit  cards  AllaghanyS 
Wnte-your-own  Tickets,  personal  checks  (i(  accompanied  by  appropnaia  identification)  an 
also  accepted  for  transportation 

Chadren'i  FaraK  (I)  One  cWd  under  2  years  c(  age,  not  occi^v^g  a  saat  and  accorrv 
p»*ed  by  a  passenger  at  least  1 2  y«ars  of  age  *Ji  be  transported  wuhoui  charge  (71  Ovk*e»»  under 
2  years  o*  age  occup»«ig  a  seat  and  accorr«»r»e0  br  a  passerger  at  least  1 2  years  c*  age  cnarged 
661Sperc»nto(theapi*cab(eluBfara  (?)  Chilean  between  2  ar^  U  yearsofage.  irxi;»«  Ww» 
acoytyyaed  by  a  passengsr  at  leas  1 2  years  o)  age.  an  charged  66fS  pari:erA  of  the  accAcaU* 
KJ  (are  NOTi  Cam«  w4  not  transport  a  ch>WJ  ixxtor  5  years  of  age  v>«n  uPjccorrpar<ed  ar^ 
cfhUran  between  5  and  1 1  v«ars  of  age  tfviJLsve.  w«B  be  cf^argad  the  eppfacabie  M  tare  «<*wi 
utaccompar^ed  by  a  passenger  at  teasi  1 2  yean  of  age.  Oack  any  Aftgherry  islet  o(*te  tor  other 
rules  goverrvig  urvaccompar^ed  clWken 

Tuea:  AH  tickets  purchased  within  the  United  States  are  subject  .to  an  6  percent  federal 
transportation  tax  Tickets  purchased  m  the  State  of  Irxliana  for  transportation  wholhr 
wthMi  tncVaru  are  Subject  to  an  addit«r\at  1  8  percwn  starte  tax.  Rowrl  tnp  Dctea  purchaMd 
in  Montreal  or  Toronto  (or  travel  orig>r\aiina  m  Canada  with  a  stopover  tn  Ih*  U  S  are  Sub- 
tect  to  the  83  00  intamationai  transportation  tan, 

INTERNATIONAL  TRAVEL 

Travel  Oocumenoc  For  International  travel,  passengers  must  possess  vaM  passports. 
visas,  certificates  and  such  other  documents  as  are  required  by  the  'aw?  of  tt>e  ccumry  ot 
destination  or  any  country  anroute  Camar  vnil  noi  be  respof^Wa  for  any  delay  or  inco«- 
««n<ence  ansng  from  the  (»*ur9  (^  ar»y  passengar  to  comc*y  with  &x:h  gore"  nriemal  n^J^ 
Iiorvi  Specific  information  may  ba  obtained  at  ar>  Allegheny  i-cket  ofdce  or  travel  ag«r\cy. 
Customs:  Baggage  o(  intemanofai  passengers  may  be  eaaminad  upon  arrival  t?y  cusiorrs 
officials  of  each  couniry  visiiad  Articles  int«--^dod  lor  personal  usa  dunng  travel  are  gener- 
ally  adrrtiited  l.-ea  of  duty  dfis  any  merchand^o  lor  iA'o.  sample*  and  artrcles  trar^- 
ported  lor  other  perjor^s  art  subieci  to  duty 

Agricultural  a«trietions:  Irr-portation  into  f-e  Un.:-d  States  o(  p'ant  and  a-^al  prod- 
ucts 15  governed  by  fed-jral  law  Consul'  l^e  U  S  D^pamient  ot  Agncultur*  (or  darai!*. 

The  foregoing  informatiofl  Is  t9he«i,  in  part,  from  the  tariffs  filed  by  the  carrter  with 
the  Civil  Aeronautic*  Board  end  certain  etate  regulatory  egandea.  All  trane- 
portalion  provided  by  the  carrier  1»  aub>ct  to  thaae  tanffs  ertd  the  Conditions  of 
Contract  printed  on  the  reverse  s^da  of  the  peee«ng*r  ticket.  Copies  of  the  earrier'a 
tariff  are  available  for  inspection  at  all  Allegheny  ticket  office*. 
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Allegheny  Airlines  Ticket  Notices 

NOTICE  .  w     ...  /K 

If  the  passenger's  journey  involves  an  ultimate  destination  or  stop  in  a  couptiy  other  than  the  country  of  departure  the  Waraw  Conven- 
t  on  mav  bl  applidable  and  the  Convention  governs  and  in  most  cases  limits  the  liability  of  carriers  for  death  or  personal  'njufy.and  In 
resol^t  of  loss  of  or  damage  to  baggage.  Selalso  notice  headed  "Advice  to  International  Passengers  on  Limitation  of  Liability. 

respect  or  ium  ui  ui  uom  «».             bs~s                                 conditions  of  CONTRACT                                                            .        ^  „         ,    .        .  ^     .     ..    •. 

^         ,..     , „    ..,,^i,,-   „,a„,   ihi,   oassenier   tlckel   jnd    bajjw  6.  Any  ticlusion  or  llmiulron  of  liability  of  carnsr  «hJll  acphf  to  ind  b«  for  th«; 

1.  Ai  »5M   .n   '/'■?.";'™='''f^^''  „"""'.'''',  "'""f  btn.fit  01  igsnu.  servants  and  representativ.s  of  carrier  jni  »iy  ptrson  whojt 

•.ic.l   tl»i5  con Jit.30S. pa  Ibe  notices   tom_£af;j^__«rna8e__  is_w^^^^^  .i,nft  Is  used  by  carrier  for  carriaje  and  lu  agents,  servants  and  represenlabvej. 


lent"  to  ■■transsonaiicn-,  "cirnef  means  all  air  earners  Ihat  carry  or  underuki 
the  passanzer  or  his  Oa^^aga  hereunder  or  perform  any  other  sen/ice  irci 
•0   such   air  carr.age     -WAJSAW   CONVENTION"   means    the   Convention   fo 

ication  of  CT:ain  Ru'es  Ra.atini  to  International  Carnage  by  Air  signed  a         „ , _. __    _.  -     „,  ^       ,        >  .    .i 

131'!   0ci35—   1=29    or   fat   Canvention   as   amended   at   The   Hague,    23in        f,om  receipt    in  case  of  ilelay.  complaint  must  be  made  within  21  days  from  data  th« 


irr.  Ihe'oassang-r  or  his  Bajjaga  hereunder  or  perform  any  other  service  irci-  7.  checked  baggage  will  be  delivered  to  bearer  of  the  baggaja  cliecX.  In  case  of 

.  '._...    .  .*' ■■  ...^f  ^'^    CONVENTION"    means    the    Conu^ntian    for       .i.....a  t^  Kiaaiak  mnuina  In  inii>rn;iilnn;il  tran^Qortation  comDlaint  must  be  maoa  In 

ng  to  International  Carriage  by  Ai 


WA^SaW  CONVENTION"    means  'the    Convention    for       damage  to  baggage  moving  In  International  transportation  complaint  must  be  made  In 
-      '  gned  at       writing  to  carrier  forthwith  after  discovery  of  damaga  and.  at  the  latest,  within  7  days 


Seofmbjr  19S5.  w^rc^evir  rray  be  applicable.  baggage  was'delivered.  See  Uriffs  or  conditions  of  carriage  regardlnj  non-Inteniational 

1   Carrlaie  hareoiiir  is  subject  to  the  ral»  and  llnlDHois  ralitinf  to  liibl'i'^  transporution. 

esta'bluhad  by  tie   wsnaw  ConvtirUo*  nnleef  lucb  carrlaj*  U  not  ••international  j   ^.^  ,1^.^^,  ,j  ^^^^  f^^  carriage  for  on-  year  from  date  of  Issue,  except  as 

carriage^'  11  defined  by  tiit  Conve^lion.  otherwise   provided  In    this  ticket,   in  carrier's   tariffs.  condiHons   of  carnage,  or 

3    To   the  ei*»nt  net  In  ccnflict  with   Uie   foregoing  carriage  and  other  services  related   regulations.  The  fare   for  carriag;   hereunder  Is  subject  to  change  prior  to 

o-rf'ormed  by  each  a,-r:-r  are  suiject  toi  (1)  provisions  contained  in  this  ticket,  commencement  of  carriage.  Carrier  may  refuse  transportation  If  the  applicable  fare 

tin  applicable  tanffs.   .'ill!  earners   conditrons   ol  carriage   and   related   rezulalijns  mj  „ot  been  paid. 

which  are   made  part  hereof  (''*=>''   «'"»,''•,  °"»l'P,';f?l;°;, '.''??  rV^^  9-  Carrier  undertakes  to  use  Its  best  efforts  to  canr  Bia  passenger  and  baggage 

carrier),  except  ,.1  ;ra-s=cr^:ai.be1w»n  a  Pi'ca  I"  ,<?' ""''=l„^'VriJ.  »nolv  "Kb  reasonable  dispatch.   Times  shown   in   timetabU  or  elsewhor.   are  not  g-jaran- 

any  place  oublde  tlerecf  t3  wfticS  tariffs  in  force  In  those  countries  apply.  j^^    ^^^    ^^^^    ^^       ^   „,   ^,5   „rtract.    Carrier   may   without   notice    substitutt 

t   Carrler^s  nax»  r::ay  Se  aiirKriated  In  tie  ticket.  Hie  full  name  and  Its  abSre-  aiiemata    carrien    or   aircraft,    and    may    alter   or   omit   stopping   places   shown    on 

vlation   being  set   IzrJ   ji   ranger's  tariffs,   conditions  of  carriage,   regulations  or  ^^  jj^^j,  ,„  „,,  „,  necessity.  Schedules  an  subled  to  change  without  notice, 

timetables;   carrier's   eii-asj  shiil  be  the  airport  of  departure  shown  opposite  tne  carrier  assumes  no  responsibility  for  making  cannattions. 

first  abbreviation  of  "V'''.'rS"or''as'''.hi'wn''ln''L?ri'e'?s   tSblef  a"'s''he5u'e'd  10.    Passenger  shall   comply   with   Government   travel    recuiremjnt,    present   exit. 

•TtrS;;^  Z.^A:^'T^^J'^  r±o,  ano.b.r  ,.  car.,  U,f.  '^^^^'^■■^t^^-  "  "'^^  '"  '"""'''  '°  '""■  "^"' 


waive  any  provision  of  this  contract. 

,..,►.., ^  ,--.„,  lu.cru:.^  u..».- -•• EI  IN  VIOLATION  OF  APfllUBlE  l»W  oil  C 

AtliGH"NY"AlltriNljrrNC. SOLD  SUBJECT  TO  TARIET  RZGtJIJ^TIONS 


'""tAM^i'llVsErVEVHH  .;-.»T  TO  KEFUSE  «««I*CE  TO  ANY  PEHSON  WHO  HAS  AtOUUED  A  T1C«EI  IN  VIOIATIOM  OF  ""'"'^  "J' "V/A'ii'ri'ro  TARi^^UcnSo 


ADVICE  TO  INTERNATIONAL  PASSENGERS  ON  LIMITATION  OF  LIABIUTY 
PassecE'ra  on  a  journey  involving  an  ulHmate  destination  or  a  stop  ma  country  other  than  the 
-country  of  origin  are  advised  that  the  provisions  of  a  treaty  know  as  the  Warsaw  Convention  may 
2  be  aDDlicable  to  the  entire  journey,  including  any  portion  entirely  within  the  country  of  origin  or 
-!  destination.  For  such  passengers  on  a  journey  to.  from,  or  with  an  agreed  stopping  place  m  the  United 
S  States  of  America,  the  Convention  and  special  contracts  of  carriage  embodied  m  applicable  tariffs 
"provide  that  the  liabiUty  of  certain  carriers,  parties  to  such  special  contracts,  for  death  of  or  Personal 
injury  to  passengers  is  limited  in  most  cases  to  proven  damages  not  to  exceed  U.  S.  ?75,000  per  pas- 
senger, and  that  this  liabiUty  up  to  such  limit  shall  not  depend  on  negligence  on  the  part  of  the 
carrier  The  limit  of  liability  of  U.  S.  $75,000  above  is  inclusive  of  legal  fees  and  coste  except  that  in 
case  of  a  claim  brought  in  a  state  where  provision  is  made  for  separate  award  of  legal  fees  and 
costs  the  limit  shall  be  the  sum  of  U.  S.  $58,000  exclusive  of  legal  fees  and  costs.  For  such  passengers 


The  names  of  carriers,  parties  to  such  special  contracts,  are  available  at  all  ticket  offices  of  such 
carriers  and  may  be  examined  on  request.  _  . 

Additional  protection  can  usually  be  obtained  by  purchasing  insurance  from  a  private  company. 
Such  insurance  is  not  affected  by  any  limitation  of  the  carrier's  liability  under  the  Warsaw  Conven- 
tion or  such  special  contracts  of  carriage.  For  further  information  please  consult  your  airline  or  in- 
surance company  representative. 


NOTICE  OF  BAGGAGE  LIABILITY  LIAllTATiONS 

Liabilify  for  loss,  delay,  or  damage  to  baggage  is  limited  as  follo'vys  unless  a  high- 
er value  is  declared  in  advance  and  additional  charges  are  paid:  (I)  For  most  inter- 
national travel  (including  domestic  portions  of  international  journeys)  to  approximately 
$8.16  per  pound  ($18.00  per  kilo)  for  checked  baggage  and  $360  per  passenger  for 
unchecked  baggage;  (2)  For  travel  wholly  between  U.S.  points,  to  $500  per  passen- 
ger on  most  carriers  (a  few  have  l6wer  limits).  Excess  valuation  may  not  be  declared  on 
certain  types  of  valuable  articles.  Carriers  assume  no  liability  for  fragile  or  perishable 
articles.  Further  information  may  be  obtained  from  the  carrier. 
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/  Allegheny  Airlines  Additional  Responses  to  Questions  71  &  75_/ 


&U  ~-^X~?JY  >-     '   PASSENGER  SERVICE  MANUAL 
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April  12,  1974 


BAGGAGE  ALLOWANCE 


Each  passenger  traveling  on  Alleghei\y'  and  other  airlines  is 
allowed  free  of  charge  to  check  or  carry  a  certain  amount  of 
baggage.   Allegheny  reserves  the  right  to  inspect  baggage 
contents,  should  this  be  necessary.   If  passenger  refuses  to 
per.Tiit  inspection  in  such  a  situation,  we  refuse  acceptance 
of  his  baggage. 

Allegheny  Rules  for  Acceptance 

Each  passenger  traveling  on  Allegheny  is  allowed: 

-  1  piece  of  checked  baggage  with  the  total  dimensions , 
Height  +  Width  +  Length  (H+W+L)  not  over  52"  and 

-  1  piece  of  checked  baggage  with  the  total  dimensions 
(H+W+L)  not  over  55"  and 

Note;   Military  passengers  may  substitute 

1  checked  duffel  bag  or  1  checked  B-1 
bag  or  1  checked  sea  bag  in  place  of 
the  above  two  items . 

-  1  or  more  pieces  of  baggage  for  checking  OR  cariTy-on 
(not  both)  when  measured  together  (if  more  than  1  piece) 
have  combined  total  dimensions  (H+W+L)  not  over  US". 

-  Garment  bags  may  be  carried  on  if  they  contain 
equivalent  of  2  suits  or  less ,  and  placed  in 
the  coat  compartment  or  overhead  rack. 

Note :   When  accepting  as  carry-on  baggage  you  must 
determine  that  the  article(s)  will  fit  under 
one  seat.   All  items  that  will  not  fit  under 
one  seat  must  be  checked. 


continued  • 
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BAGGAGE  ALLOV/ANCE   (CONT'D) 


Allegheny  Rules  for  Acceptance   (contt'd) 


1  item  of 

Category 

Bowling 

Fishing 
Golf 


Shooting- 
Pistols 


Shooting- 
Rifles 


Shooting- 
Shotguns 

Skiing 


sporting  equipment  as  follows: 
The  1  Item  Includes; 

1  bowling  ball,  1  bowling  bag,  and  1  pair 
of  bowling  shoes . 

2  rods,  1  creel,  1  landing  net,  1  pair 
of  fishing  boots  properly  encased,  and 
1  fishing  tackle  box. 

1  golf  bag  containing  not  more  than 

14  golf  clubs,  12  golf  balls,  and  1  pair 

golf  shoes. 

1  pistol  case  containing  not  more  than 
S  pistols,  5  pounds  of  ammunition,  noise 
suppressors,  1  pistol  telescope  and  small 
pistol  tools. 

1  rifle  case  containing  not  more  than  2 
rifles,  with  or  without  scopes,  5  pounds 
of  ammunition,  1  shooting  mat,  noise 
suppressors,  and  small  rifle  tools. 

2  shotguns  and  2  shotgun  cases. 


1  pair  each  of  skis,  ski  poles,  ski  bindings, 
and  ski  boots . 

Note :   On  Commuter  flight  skis  are 

accepted  subject  to  availability 
of  cargo  space. 


continued 
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BAGGAGE  ALLOWANCE   (CONT'D) 

Allegheny  Rules  for  Acceptance   (coi^''d) 

Do  not  include  the  following  items  in  the  free  allowance  if 
they  are  carried  by  the  passenger: 

-  handbag  or  pocketbook 

-  overcoat 

-  foot  rug 

-  umbrella  or  walking  stick 

-  camera  and  binoculars 

-  infants  food  for  use  enroute 

-  reasonable  amount  of  reading  material. 

Wheelchair 

If  the  passenger  is  incapacitated  and  has  a  wheelchair,  accept 
it  without  charge ,  place  a  baggage  tag  on  it ,  load  it  in  "A" 
compartment,  and  advise  the  Flight  Attendant. 

Photo  Flash  Bulbs 

Photo  flash  bulbs  are  acceptable  for  transportation  ONLY  if 

the  bulbs  are  packed  in  the  original  package  of  the  manufacturer. 


Scuba  Equipment 

Allegheny  accepts  Scuba  Equipment  at  excess  baggage  rates  if: 

-  Scuba  air  tank  is  empty,  the  air  regulator  is 
re:noved  from  tank,  and  is  packed  in  suitable 
container  to  prevent  damage,  or 

-  Scuba  equipment  is  packed  in  a  traveling  case 
to  prevent  damage  and  air  tank  is  empty. 

continued  .  .  . 
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BAGGAGE  ALLOWANCE   (CONT'D) 

Allegheny  Rules  for  Acceptance   (con.t'd) 

Bicycles 

Allegheny  accepts  single  seat  touring  or  racing  bicycles  as 
an  item  of  sporting  equipment  when: 

-  handle  bars  are  turned  sideways 

-  pedals  are  removed. 

The  charge  for  bicycles  is  equal  to  1  piece  of  excess  baggage, 
Example : 

Passenger  traveling  BOS-PHL;   the  fare  is  $34.00. 
The  charge  for  accepting  a  bicycle  is  $5.00. 


Parachutes 

Do  not  accept  parachutes  as  carry -on  baggage.   Accept  only  as 
checked  baggage. 


continued  .  . 
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BAGGAGE  ALLOWANCE   (CONT'D) 
Size  end.  Weight  Restrictions 


*> 


Allegheny  does  not  accept  any  article  as  baggage: 

-  with  total  dimensions  (H+W+L)  over  80". 

-  weighing  more  than  70  lbs. 

Exceptions : 

Sporting  equipment,  B-i*  bags,  sea  bags,  duffel  bags, 
live  animals  in  containers,  and  baggage  for  which  a 
seat  is  purchased. 

Representatives  of  Secret  Service  or  White  House 
Communications  Agency  are  allowed  one  article  more 
than  70  pounds  but  less  than  80  pounds . 

Collect  excess  baggage  charges  for  all  baggage  over  the 
maximum  dimensions,  or  in  excess  of  the  authorized  free-baggage 
allowance . 


Reference : 

For  free  baggage  allowance  and  excess  baggage  charges 
on  Allegheny  and.  other  airlines,  see  Rule  360  of  the 
^  «^ules  Tariff. 
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SCHED'JLE    CHAr.GE    OUEUF^S 


Each  Citv  Queue   Grouo   has    2    Schedule   Change   Queues : 

-  High  Priority. 

-  Low  Priority. 


The  contents  of  Schedule  Change  (High  Priority)  Oueues  consist 
of: 

-  PNRs  for  specified  date(s)  which  contain  segment (s) 
affected  by  AL  Schedule  Change. 

The  contents  of  Schedule  Change  (Low  Priority)  Queues  consist 
of: 

-  PNRs  for  all  other  dates  v;hich  contain  segment  (s) 
affected  by  AL  Schedule  Change. 


CRO  Sales  Agents  assigned  to  v/ork  these  oueues  use  Process 
Schedule  Change  Queues  procedure  to  determine  the  method  of 
processing  PNRs  on  queues. 
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PROCESS  SCHEDULE  CHANGE  QUEUES  PROCEDURE 


DisD. 

.ay  PNR  from  Schedule 

Change  queue. 

0/. 

_/7  (High 

Priority) 

0/. 

.__/2  7  (Low 

Priority) 

Doss 

displayed 

PNR  contain 

?o:;£ 

number? 

-^CyeT^' 


Remove  PNR  from  queue. 
QR 


Does  displayed  PNR  indicate 
Passenger/Travel  Office  has 
been  advised? 


Is  PNR  a  Travel  Office 
booking? 


Use  Advise  Passenger 
of  AL  Schedule  Chamge 
procedure. 


Use  Advise  Travel  Office  of 
AL  Schedule  Change  procedure, 
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ADVISH  PASSENGER  Or  AL  SCHEDULE  CHANHE  PROCEDURE 


Is  tclepnone 
ar.svsred? 


<»> 


^ 


Is    Pa^isenge 


<5> 


I";  Passenqe 
5chert.il|.d  t 
^fr^Arr    toda 


'  n^r    tn    mil  ' 


-^ 


>^^  -(«> 


-  FlinM    infrr^ition    for    'l.nhtl-) 
affcct/~d    :  y    -■:.   j.rhr.hil.-    L-i.inno. 

-  ;.rplicaM.     Illohr    information 
r<-r  M.'s   •icr-i-riulo  c:l..innr,    such 

-  new  doparturr/arrival 

-  '.unocst  aitcrrafr  flmht 
or   fno::t  srtfrtulr. 
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ADVISE   TRAVEL    OFrirr.   op   AL   SCHEDULE    CHANCE    PttncEDURE 


<7^ 


^ 


day   of   Travel 


an   Travel  o.-f.c..|    ^J]  ^^^ 

0    l^e/  ansur^r?  \^  ^^^ 


nop 

PNR 

show 

Pas 

cnaer 

•s  rofit 

number? 

<sy 


<^ 


Pljcr 

PNR 

boctop 

of 

rue 

-    <1r 

->TC 

ir.ti 



Mako  CBi 

Mi, 

5   entry  J 

51ITR 

cini. 

fit    - 

^^ 

t  o.-'c 

'r. 

rf" 

t^/ 

if^e 

Hcpres 

e 

T. 

hut 

ton. 

>■  Advise  ra-«- 
nnrr   of    Schpdulr 
rhanoe  orocedur**. 


-  Par.srntior"^   nap<-.    prininatinn 
flinh".    ar.fl    ,iaco. 

-  rlinnt    m'om.irinn    for    flioht(n) 
affcctrrt    hv    .■<rh<-rlul<'    charnr . 

-  applicable    flinht    information 
per   AL*s    scheriulo   channo,    niich 


As: 


n.—  departure/arrival 


OocK  Travel   Aac 


I«    it    nrecssnrv    ro   c'lanoe    itin.'rarv 
for  miscoanort   or   lirlotoH    flight    not 


ranr-l    <l.-lotod    fli 

v^^Tc*^^  r.T.   »>UttO 


^^ 

T.ikp    flr>pron 

"e<^np"t'r.^l. 

per  Travi-1 
.•rt    fli.v.t 

recrrva 
-   ra-cel 

i;;;^;:;^:'^:; 
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-   rfcnrc's 
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LOST   TICKET 


If  a  passenger  loses  his  ticket  or' Miscellaneous  Charges 
Order  he  purchases  a  new  ticket 

-  OR  - 

Allegheny  issues  a  replacement  ticket  for  continuing  trans- 
portation under  certain  conditions  listed  below. 


Replacenent  Ticket 


Issue  a  replacement  ticket  at  no  cost  to  the  passenger  if 
the: 

-  passenger  purchased  the  lost  ticket  from  Allegheny, 

-  passenger  provides  identification  (same  as 
required  for  check  acceptance) , 

-  passenger  is  holding  a  reservation,  and 

-  Customer  Service  Manager  or  Supervisor  approves 
the  issuing  of  a  replacement  ticket. 


Who 
Passenger 


Does  What 

1.   Advise  ticket  agent  he  lost  his 
ticket. 


Ticket  Agent 


Determine  if  the  passenger  is 
eligible  for  a  replacement  ticket. 


continued 
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Rsolacemant  Ticket  (continued) 


v;ho  Does  What 

Lc-<et  Agent  3.   If  passenger  is  eligible: 


Complete  Lost  Ticket 
Refund  Application, 
Form  A-17  in  triplicate. 

-  Check  "Issued  With- 
out Charge"  box  and 
obtain  Manager's/ 
Supervisor's  approval, 
in  the  "Replacement 
Ticket  Information" 
section  of  A-17. 

Issue  ticket  for  continuing 
transportation  only,  includ- 
ing return  portions  of  round 
trip  tickets. 

Prepare  ticket  in  regular 
manner  with  the  addition  of 
"LTA  NON-REF"  in  form  of 
payment  box. 

Distribution: 

Original  -  Attach  to 
auditor's 
copy  of 
ticket. 

Duplicate  -  Give  to  passenger. 

Triplicate  -  Station  file. 
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If  Passenger    Is   Not   Eligible    for   Replacement   Ticket: 


Does    Vfhat 


Ticket  Agent  1.   Complete  Lost  Ticket  Refund  Appli- 

cation, Form  A-17,  in  triplicate. 

2.  Advise  passenger  that: 

-  a  refund  will  be  sent  to  him 
after  application  is  made  IF 
the  ticket  has  not  been  used 

or  refunded,  less  $5.00  service 
charge . 

-  if  passenger  finds  the  ticket, 
he  is  to  send  it  to  Revenue 
Accounting,  DCAGO. 

3.  Distribution: 

Original  -  Revenue  Accounting, 
DCAGO. 

Duplicate  -  Give  to  passenger. 

Triplicate  -  Station  file  copy. 

If  ticket  is  on  another  airline's  ticket  stock,  ask  the  pas- 
senger to  contact  the  issuing  airline.   If  this  is  not  practi- 
cal, follow  Allegheny's  procedures  for  lest  tickets.   Do  not 
issue  Replacement  tickets  against  other  airline  ticket  stock. 
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PASSENGERS  DENIED  BOARDING 


A  Dsnisd  Boarding  is  a  passenger  who  holds  confirmed 
reservations  for  a  flight,  as  indicated  in  the  PNR  and  on 
the  passenger's  ticket,  and  who  checks  in  for  the  flight 
(This  neans  appearing  at  our  local  ticket  lift  point  before 
deparxure  tine),  but  who  cannot  be  accommodated  on  that 
flight  because  of  insufficient  seats  or  seats  being 
blocked. 

Denied  Boardings  are  usually  the  result  of: 

-  Reservations  or  Travel  Agencies  unintentionally 
confirming  passengers  on  waitlisted  flights, 

-  Ticket  Agents  issuing  tickets  without  verifying 
reservation  status. 

-  Stations  clearing  standbys  for  a  flight  and  over- 
booking downline  waitlisted  stations. 

-  Aircraft  weight  limitations  caused  by  high  fuel 
loads  or  restricted  take-off  weights. 

-  Substitution  of  equipment. 


Use  the  following  procedures  to: 

-  clear  overbooked  flights. 

-  handle  oversales  when  they  occur. 

continued  .  .  . 
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PASSENGERS  DENIED  BOARDING   (cont'd) 


Procadure 

1.   Check  the  PFS  to  determine: 

-  the  number  of  passengers  onboard  through  your 
station. 

-  if  there  are  NRSA,  clergy,  or  desiring  passengers 
that  can  be  removed  to  accommodate  confirmed 

passengers. 


Inspect  each  flight  coupon  for  flight/date  and 
reservation  status.   Do  not  check  in  passengers 

with : 

-  waitlist  tickets, 

-  open  tickets, 

-  tickets  issued  for  another  flight, 

unless  you  check  the  Passenger  Name  List  (PNL)  or 
retrieve  the  passenger's  PNR  and  the  passenger  is 
holding  confirmed  reservation. 


If  Steps  1  and  2  do  not  clear  the  overbooking,  and 
the  number  of  passengers  actually  checked  in  is 
greater  than  the  number  of  seats  available,  before 
boarding  the  flight: 

-  consider  alternate  transportation  between 
your  city  and  the  passenger's  destination. 

-  select  a  local  boarding  passenger  to  be 
refused  who  will  be  least  inconvenienced. 


continued 
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PASSENGERS  DENIED  BOARDING   (cont'd) 

Procedure   (cont'd) 
3 .   continued  .  .  . 

2c   not  select  passengers  who  are: 

-  elderly 

-  sick 

-  incapacitated 

-  unaccompanied  children 

-  holding  connecting  interline  space 

-  holding  connecting  online  space 

-  traveling  as  a  group. 

H.   Advise  NRMR/NRSP  passengers  employed  by  Allegheny  or 
other  airlines  about  the  overbooking.   Tell  them  of 
later  flights  and  ground  transportation  they  may  take. 
If  they  decide  to  stay  on  board,  do  not  remove  them 
but  obtain  their  names  and  report  it  to  the  Director 
of  Ground  Services  for  his  review. 


If  the  oversale  is  not  known  until  the  flight  is  being 
boarded,  (this  applies  particularly  where  gate  check- 
in  is  used)  the  last  passenger  to  arrive  at  the  gate  is 
passenger  denied  boarding  and  is  not  permitted  to  board, 
Selection  is  automatic.   Do  not  delay  the  flight 
seeking  a  passenger  who  would  be  least  inconvenienced. 


the 


Do  not  remove  confirmed  ticketed  passengers  already  on 
the  flight  from  another  station. 
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PASSENGERS  DENIED  BOARDING 


Try  to  separate  the  passengers  who  are  denied  boarding  from 
other  Dassengers;  be  patient,  courteous,  and  tactful.   Listen 
considerately,  lex  the  passenger  talk,  use  CARE. 

COURTESY,  to  the  extreme  degree. 

APOLOGIZE,  for  the  inconvenience,  explaining  in  as  much 
detail  as  possible,  (i.e.  unintentional  error 
made  in  confirming  reservations  for  the  flight; 
equipment  substitution;  weight  restriction; 
etc.)  and  provide  ASSISTANCE  to  the  passenger 
in  resuming  and  completing  his-  trip. 

RERC'JTIN'G,  in  most  cases  can  be  provided  at  no  additional 
expense  under  the  liberal  provisions  of 
Rule  3  80. 

EMPATHY,  or  putting  yourself  in  the  passenger's  position. 


EACH  FAILURE  TO  COMPLY  WITH  THE  FOLLOWING  PROCEDURES  SUBJECTS 
ALLEGHENY  TO  CIVIL  PENALTIES  IMPOSED  BY  THE  C.A.B. 


Passengers  who  refuse  to  submit  to  security  clearance  and 
are  refused  boarding  are  not  considered  as  Denied  Boardings 
and  are  not  eligible  for  DBC. 


Procedure 


Who 


Does  What 


First  Agent  in  Contact 
with  Denied  Boarding 
Passenger 


Agent  handling  the 
Denied  Boarding 
Passenger 


Give  the  Denied  Boarding  Pass- 
enger a  copy  of  "Notice  to 
Passengers  Denied  Boarding", 
Form  SS-112. 

Complete  two  copies  of  the 
"Passenger  Denied  Boarding 
Report"  SS-119  for  each  pas- 
senger that  is  Denied  Boarding 
whether  DBC  is  oaia  or  not. 
Comolete  all  entries  and  sign. 
(See  6-99,  Page  8). 

continued  .  .  .     
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PASSENGERS  DENIED  BOARDING  (cont'd) 
Procedure  (cont'd) 


Who 

Agent  Handling 
Denied  Boarding 


Does  What 

Assist  passenger  in  rerouting  to 
destination.   Retrieve  passenger's 
PNR  and  modify  PNR  to  reflect  the 
correct  itinerary  and  method  of 
travel  in  REMARKS  field  if  other 
than  by  air. 

Reissue  ticket  as  required. 

You  must  pay  Denied  Boarding 
Compensation  (DBC)  to  all  pas- 
sengers denied  boarding  at  the 
time  denied  boarding  occurs,  except 

-  when  denied  boarding  results 
from  Government  requisition  of 
space  (i.e.  Government  has  re- 
quested space  on  a  flight  due  to 
an  emergency ) . 

-  when  there  is  a  substitution  of 
equipment  with  lesser  capacity 
(i.e.  BAC  1-11  for  DC-9,  CV-580 
for  BAC  1-11), 


-  when  Allegheny  offers: 

-  "comparable  air  transportation" 
which  at  the  time  such  arrange- 
ments are  made,  is  planned  to 
arrive  at  the  airport  of  the 
passenger's  next  stopover  or 
destination  within  2  hours 

(U  hours  for  Canada)  of  the 
planned  arrival  time,  OR 

-  "alternate  transportation"  which 
is  accepted  and  used  by  the  pas- 
senger, which  at  the  time  such 
arrangements  are  made,  is  planned 
to  arrive  at  the  airport  of  the 
passenger's  next  stopover  or 

continued  .  . 
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PASSENGERS  DENIED  BOARDING   (cont'd) 


Procedure 
'.vho 


(cont'd) 


Does  What 


Agent  Handling 
Denied  Boarding 


5.  (cont'd) 

destination  within  2  hours 
(H   hours  for  Canada)  of  the 
planned  arrival. 

6.  Provide  Interrupted  Trip  Expense 
as  outlined  for  Cancellation  of  a  . 
Passenffer's  Boarding  Station  or 
Deplaning  Station  due  to 
Uncontrollable  Conditions. 

Cost  of  service  vou  provide  must 
not  exceed  the  value  of  the 
refund  of  his  ticket  and  the 
DBC  due  him  when  DEC  is  not  paid. 

7.  Send  Denied  Boardint^  Message. 
Include  all  information  in  the 
white  areas  of  the  SS-119  to: 

-  HDQCZ  -  Your  Regional  Director 

-  PITRC  -  Manager  of  CRC 

Send   one    mesBage    for   all    denied  boardings    and  give    the    total 
number   of  passengers    that   were    denied. 

Examole : 


Denied  Boardine 
Station 


HDOCZ  PITRC 

.SYR  30223U 

ATTN:  R.  BERKEBILE/MANAC^ER  CRC 

DENIED  BOARDING  REPORT 

SYR  S38/3njUL  BOS  DENIED  3 

MR  J  RIHK/D3C  PD/COMP  AIR/CODE  U/CONf  TKT 

MR  J  JOHES/DBC  PD/COMP  AIR/CODE  "/•'•.nNT  TKT 

MR  R  SMITK/DBC  PD/COMP  AIR/CODE  u/CONF  TKT 

I|5  PACER  li  not  opeiatiriQ ,  phonz  CJIC 
in  PIT  on  Ejc-tcniion  262  immzd-iatztu . 
Send   mzaagz   uihzn    PACER  ii    a\ja-iLa.btc. 

continued  .  .  . 
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t    PASSENGER  DENIED  BOARDING 
Procedure  (cont'd) 
Who 


Denied  Boarding 


Custo.T.er  Service 
Manager 


Does  Vfhat 

8.  Retrieve  a  hard  copy  of  the  PN'R  and 
PNR  History:   Attach  to  SS-119 . 

9.  Give  both  copies  of  the  completed 
Denied  Boarding  Report  SS-119  with 
the  PNR  and  PNR  History  and  the 
Denied  Boarding  message  to  your  CSM. 

10  .   If  no  contact  with  the  passenger 

at  the  time  of  the  Denied  Boarding 
then: 

-  call  each  Denied  Boarding 
passenger  unless  you  are 
positive  he/she  is  satisfied 
with  the  explanation  and 
alternate  service  provided. 
In  either  case,  enter  a  brief 
summary  on  the  SS-119  and  sign  it. 

Examples : 

Passenger  very  irate.   VIP,  CSM 
called  passenger  at  home,  explained 
circumstances  and  apologized. 
Passenger  very  understanding. 


(signed) 


CSM 


Passenger  was  G.I.   Happy  with  DBC. 

(signed)     CSM 

PSR  Smith  handled  passenger. 
Passenger  satisfied  with  alternate 
transportation . 


(signed) 


CSM 


continued 
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PASSEriGERS    DENIED    GOARDING 

Exer.nle   of    P.2ssen?er   Denied    Porirdinp^   Message/Report    Form   SS-ll'J: 


PASSEI.'f.t^  OEMcO  0OAROIr;C  MESSAGE/REPORT  FORM  SS-119  (Rev.  8/73) 

HD0C2  PITRC 

ATTENTICS:   YOUR  REGIONAL  DIRECTOR  A(IO  MANAGER  CRC 


Your  CilyjFI-.  Nbr  uo:e   Psgr  Dcjt 

^1K   i  538    yj^-h      ^^^ 


Paiscngcr    r.  a^e 


Add  res  i 


I  r.  i  t  i  r.  1  ;;    of    Agent     furnisliina 
P5£r    with    SS-112  KK 


C  i  I yVStott/ZIp    CoTu 


Psgr  givi-n  ObC 
Yes  a;    Ho 


Ar.t  Un   io 

21  Mh 


C  J  t  c  i  n  d  Place  D  t- 1.  Told 


Transportation  Provided   Comparable  Air    X     Al ternate 


T7  Co.v.po  ro  ti  I  c  o7  nl  tcrnate  rr„  r,  s  por  t  a  I  i  on  Prov  i  dcd  L  n  t  e  r  : 

Carrier  (A  i  r  i  i  ne/L  ir.iO/Cai)/Suf. )   Fit  Nbr         Roiitir.a         Planned  Arrival 

Al.437 ^y/^-Bc5& /603 


Reason  for  UcnicO  boarding 
Weight  Restriction   Equip  Substitution   Govt  Requisition  Space   Other 
Code  I  Code  2  Code  3  Code  k       )t. 


Psgr    Held 


Cor.firned    Tkt         )<.  Confirmed    Re! 


^J^t^.^UP-^^T    SOT  AccePtq 


f^6,R..    5EenE£»    SA.TiJ.fiED 


OTHE(?    FLT    And    XiBC 


Signature    ot     tSfl/:>UPK/PSK 


Signature    or     /^gcn  c     h  a  n  a  1  i  n  g    L)  cnied    boaroin 

(ALL  EflTRIES  MUST  BE  COMPLETED.  SEE  REVERSE  SIDE  FOR  CliECKLIST) 

CSH  SEND  THIS  FORM  WITH  PHR  TO  CONSUMER  AFFAIRS 
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PASSENGERS  DENIED  BOARDING   (cont'd) 


Procedure 


Who 


C'js":c.T.er  Service 


Does  What 

10.   continued  .  .  . 

Distribute  SS-119: 

Original  -  Consumer  Affairs 

DCA-GO  with  PNR  and 
PNR  history  attached. 


Denied  Boarding  Message  - 
Station  File 
Retain  6  months . 

SUBMIT  COMPLETED  SS-119 's  NO  LATER  THAN  72  HOURS  AFTER  THE 
DENIED  BOARDING  OCCURS. 

Preparation  of  A-79 

Prepare  A-79,  Refund  Draft,  for  the  amount  of  the  compensation 
and  make  these  special  entries: 


Airline,  -Porm  S  Serial  No, 


From  denied  boarding  point 
to  destination  shown  on 
flight  coupon 


'DEC  and  amount  of 
compensation  jticket 
value  less  tax  S  SC, 


Flight  Ku.T.ber  and  Date  |- 


STATiON  NO 


0^3 


037  iV-^ol 

^o;io?S 

13  2 

m^ 

'~     > 

7J\  -.  1       I'i 

f~|  VOL. 

TAX 

2     / 

1        1  INVOL. 

SECuaiiY 

CMAflCE 

3  y 

.,T    53? 

VBC 

3, 

^? 

i 

r,A,.^-J°-7-/ 

TOTAL 

■ 

3/ 

'A  i-^ 
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PASSENGERS  DENIED  BOARDING   (cont'd) 

Pre-paration  of  A-7  9   (cont'd) 

-  The  passenger  must  receive  the  D.B.C.  payment  on  the 
date  at  place  of  the  Denied  Boarding.   If  the  passenger's 
conparabla  or  alternate  transportation  departs  before 
the  draft  can  be  prepared,  you  must  mail  to  the  passenger 
within  24  hours,  via  certified  mail.   Attach  United 
States  Postal  Service  certification  slip  to  the  SS-119. 

-  If  GTP^  is  form  of  payment  of  passenger's  ticket,  make 
Refund  Draft  payable  to  "Treasurer  of  the  U.S.".   Enter 
passenger's  name,  "GTR" ,  and  have  passenger  sign  in  the 
"Reason."  box  of  the  Refund  Draft.   Do  not  cash  draft 
for  him. 

NOTE:   If  passenger  is  a  standby  on  a  flight  that  is  scheduled 

to  reach  his  destination  within  the  2-hour  time  limit,  do 
not  pay  D3C  immediately.   Advise  passenger  to  return  for 
DEC  payment  if  he  is  not  cleared  on  the  standby  flight. 

In  all  cases,  stamp  back  of  Refund  Draft,  with  "Release  of 
Liability"  stamp,  even  if  you  mail  it  to  the  passenger. 

Give  the   draft  to  the  passenger. 

-  The  passenger  may  ask  you  to  cash  the  draft.   If  so, 
ask  passenger  to  endorse  draft.   Include  in  next 

bank  deposit. 

Example  of  "Release  of  Liability"  Stamp; 


Sy  ny  endorsement  herebebw.  I  releasa 
AnsKhcny  Airlines,  Inc.  Iron  any  and  aU 
existing  or  lulurc  liability  claims,  suils,  or 
any  other  actions  which  have  arisen  or  may 
subsequently  arise  Irom  Ihs  failure  cf 
AIlcBhcny  Airlines  to  provide  me  with  air 
transportation  on  llight  Al 


1 


(C;:e). 


^y 


k» 
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PASSENGERS  DENIED  BOARDING  -  DEFINITION/TERMS 

Denied  Boarding  means  any  passenger  who  is  refused  a  seat 

on  the  airplane  (flight)  for  which  he  holds  a  confirmed 

ticket  and  provided  he  is  acceptable  as  a  passenger 
having  corr.plied  with  our  tariff  regulations  regarding 
security  checks,  passenger  acceptance  as  outlined  in 
^assentrer  Service  Manual,  etc.   ALL  SUCH  PASSENGERS 
"U3T  RECEIVE  A  COPY  OF  SS-112  NOTICE  TO  PASSENGERS 
DENIED  BOARDING  AT  THE  TIME  OF  DENIED  BOARDING. 

There  are  four  categories  of  denied  boarding: 

-  Wei?,ht  restriction.   This  is  caused  when  the  number 
ox  seats  available  on  the  aircraft  is  restricted 

by  temperature,  fuel  requirements,  etc. 

-  Government  requisition  of  space  due  to  an  emergency. 
A  seat  or  seats  required  for  transportation  of 
government  officials. 

_  Substitution  of  equipment  of  lesser  capacity. 
When  a  BAG  1-11  or  CV-580  is  substituted  for  DC-9 
or  a  CV-5  80  is  substituted  for  a  BAG  1-11. 

-  Other.    VThen  the  number  of  confirmed  ticketed 
passengers  exceed  the  capacity  of  the  aircraft. 

Airport  means  the  airport  at  which  the  direct  or  connecting 
flight  on  which  the  passenger  holds  confirmed  reserved 
space ,  is  planned  to  arrive  at  some  other  airport 
serving  the  same  metropolitan  area  that  transportation 
to  the  other  airport  is  accepted  and  used  by  the 
passenger. 

Example : 

A  passenger  is  boarding  at  PIT,  destination  ORD. 
Comparable  air  transportation  to  MOW  is  planned 
to  arrive  within  2  hours  of  his  scheduled  arrival. 
If  the  Denied  Boarding  passenger  accepts  and  uses 
the  Cc-oarable  air  transportation  to  another  airport 
serving  x'm   same  metropolitan  area,  DO  NOT  PAY  THE 
DBC. 


>4=- 


1972 


iLL^SHijyy  PASSENGER    SERVICE    MANUAL 

6-99  Page  12 
August  6,  1973 


PASSENGERS  DENIED  BOARDING  -  DEFINITION/TERMS  (cont'd) 

Carrier  means  an  air  carrier  holding  a  certificate  issued 
E3r"the  CAB  authorizing  transportation  of  passengers. 

Comparable  Air  Transportation  means  transportation  provided 
oy  air  carriers  or  foreign  air  carriers  holding 
certificates  of  public  convenience  and  necessity  or 
foreign  permits  issued  by  the  CAB. 

Alternate  Transportation  means  other  transportation  that  is 
accepted  and  used  by  the  passenger  which,  at  the  time 
such' arrangement  is  made,  is  planned  to  arrive  at  the 
airport  of  the  passenger's  next  stopover  or  destination 
earlier  than  or  not  later  than  2  hours  after  (t  hours  if 
foreign  air  transportation  is  involved)  that  on  which 
confirmed  reserved  space  is  held  is  scheduled  to  arrive. 

Destination  means  the  actual  destination  of  the  passenger. 
Exanple : 

Passenger  is  traveling  SYR-SDF  with  a  connection  in 
PIT.   He  is  denied  boarding  at  SYR.   It  is  Allegheny's 
responsibility  to  get  the  passenger  to  his  destination 
(SDJ)  within  2  hours  of  original  scheduled  arrival 
time.   If  unable  to  get  passenger  to  SDF  within  2 
hours,  you  must  pay  DBC  on  the  first  remaining  flight 
coupon  SYR-PIT. 


First  Remaining;  Flight  Coupon  means  the  first  flight  coupon 
the  passenger  is  unable  to  use  due  to  denied  boarding. 


Confirmed  Reserved  Space  means  space  on  a  specific  date  and 
on  a  specific  flight  and  class  of  service  of  a  carrier 
which  has  been  requested  by  a  passenger  and  confirmed 
by  the  air  carrier. 


continued 
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PASSENGERS  DENIED  BOARDING  -  DEFINITION/TERMS  (cont'd) 


Stopover  iTiear.s  a  deliberate  interruption  of  a  journey  by 
zr.s    passenger,  scheduled  to  exceed  four  hours,  at  a 
poir.t  betweer.  origin  and  destination. 


Value  cf  The  First  Remaining  Flight  Coupon  means  the 

applicable  one-way  fare,  inclL^.ng  any  surcharges ,  less 
tax  and  any  applicaole  discounts. 

Who  is  Eligible  for  Denied  Boarding  Compensation?   All 

passengers  aenied  boarding  are  eligible  ror  DBC  except 
those  who  are  denied  boarding  because: 

-  of  governir.ent  requisition  of  space; 

-  of  substitution  of  equip,-?.ent  of  lesser  capacity; 

-  "Comparable  Air  Transportation" "is  offered  to  the 
passenger,  which  at  the  time  such  arrangements  are 
made,  is  planned  to  arrive  at  the  airport  of  the 
passenger's  next  stopover  or  destination  within 

2  hours  (U  hours  for  Canada)  of  the  planned  arrival 
time;  or 

-  "Alternate  Transportation"  is  offered,  accepted 
and  used  by  the  passenger,  which  at  the  time  such 
arrangements  are  made,  is  planned  to  arrive  at  the 
airport  of  the  passenger's  next  stopover  oi- 
destination  within  2  hours  (t  hours  for  Canada)  of  . 
the  planned  arrival  time. 

Airline  employees  and  their  eligible  family  members  traveling 
Reduced  Rate  (Industry  Discount)  are  NOT  eligible  for 
DBC  payments. 

Vihen  Must  DBC  3e  Paid?   You  must  pay  DBC  at  the  time  and 
place  of  Denied  Boarding.   In  cases  where,  for 
passenger  convenience,  comparable  air  or  alternate 
transporraticn  is  available  for  the  passenger  and 
departs  before  the  DBC  is  paid,  it  must  be  mailed 
within  2't  hours  of  the  Denied  Boarding. 
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PASSENGERS  DENIED  BOARDING  -  DEFINITION/TERMS  (cont'd) 


Amour.t  of  D3C.   Pay  the  amount  of  DBC  equal  to  the  value 
of   The  rTrst  remaining  flight  coupon,  less  tax,  and 
Security  Charge  with  a  minimum  of  $25.00  or  maximum 

of  $200.00. 

If  the  value  of  the  first 

remaining  flight  coupon  is    Pay  the  Customer 

$25.00  or  less $25.00 

More  than  $25.00 Full  value  of  coupon 

and  not  more  than  $200.00. 


Reporting  Denied  Boardings.   Prepare  a  Denied  Boarding  Message/ 
Keport  lor  eacn  passenger  denied  boarding  at  the  time 
of  Denied  Boarding.   Complete  all  entries,  send  a 
PACER  message  to  your  Regional  Director  and  Manager 
Central  Reservation  Control  (CRC)  giving: 

-  your  city,  flight  number,  date,  passenger's 
destination 

-  passenger's  name 

-  passenger  paid  DBC 

-  transportation  provided 

-  reason  for  Denied  Boarding 

-  passenger  held  (confirmed  ticket  or  reservation). 
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FLIGHT  INFORMATION  (FLIFO) 


Flight  Information  (FLIFO)  is  the  notification  of  irregular 
(off  schedule)  flight  operation.   An  irregular  flight  opera- 
tion occurs  when : 

-  a  flight  or  portion  of  flight  is  delayed  20  minutes 
or  more. 

-  an  entire  flight  or  portion  of  flight  is 
cancelled. 

When  a  flight  irregularity  occurs.  System  Control  creates  a 
FLIFO  message  in  PACER.   There  are  3  types  of  FLIFO  messages: 

-  "DD"  delayed  flight. 

-  "LX"  landing  (stop)  cancelled. 

-  "FX"  entire  flight  cancelled. 

Each  type  of  FLIFO  message  includes  a  basic  term  descriptive 
of  one  or  more  reasons  for  the  flight  irregularity.   A  de- 
scription of  these  basic  terms  appears  in  the  FLIFO  Reason 
table. 

In  addition  to  the  basic  term  describing  the  reason  FLIFO 
exists: 

-  the  "DD"  FLIFO  message  indicates: 

-  city  to  city  where  flight  is  delayed  (intermediate 
cities  are  also  affected  by  delay) 

-  code  DD  for  delay 

-  amount  of  delay  time  in  hours  and  minutes. 

-  the  "LX"  FLIFO  message  indicates: 

-  code  LX  for  landing  cancelled 

-  city/cities  where  arrival  and/or  departure  is  cancelled, 

-  the  "FX"  FLIFO  message  indicates: 

-  code  FX  for  arrival/departure  in  all  cities  is 
cancelled. 


67-378  O  -  76  -  30  (Vol.3) 


1976 


ALLE2H2?J^ 


RESERVATIONS  MANUAL 

6-20  Page  2 
April  1,  1972 


v;hen  a  FLIFO  nossage  is  created  in  PACER,  the  Central  Processor: 

-  places  FLIFO  message  on  Supervisory  cueue  of  city/ 

cities  affected  by  FLIFO. 

-  appends  FLIFO  message  to  this  flight's 

-  PNRs 

-  sell  and  v/aitlist  transactions. 

-  places  an  asterisk  (*)  in  this  flight's  availability. 

(If  entire  flight  is  cancelled,  it  is  removed  from 
availability) . 

-  prohibits  selling  space  on  cancelled  flights. 
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PROCEDURE  -  CHECK  FLIGHT  INFORMATION  (FLIFO) 


Receive  call  requesting  departure/arrival  times  of  an 
Allegheny  flight  operating  today  qr   tomorrow. 


If  Caller  has  a  reservation  on  this  flight: 

-  request  Passenger's  name  and 

-  perform  the  appropriate  retrieve  PNR  transaction 
(Refer  to  Retrieve  PNR  procedure.) 

If  Caller  does  not  have  a  reservation  for  this  flight: 

-  request  arrival  and  departure  cities  Caller  is 
checking  and 

-  display  FLIFO. 


FLIFO 
Entry 
Code 

Flight 
Number 

Slash 

Date 

Originating 
Airport  Code 

Destination 
Airport  Code 

2 
2 
2 

326 
719 
520 

1 

1 
1 

29JAN 
3JAN 
7FEB 

ORD 
DAY 
BOS 

SBN 
PIT 
PHL 

Example: 

288a/19AUGPKBPIT  (en^e^j 
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Procedure  -  Check  Flight  Information  (FLIFO)  (cont'd) 

4.  If  PNR  does  not  contain  FLIFO  message  or  FLIFO  display- 
is  "FLIGHT  ROUTINE":  */ 

-  advise  scheduled  operating  times. 

KqjCz:       If,    PiVR    -Li    dliplayad: 

-   dzpizii    IGW  bation. 

5.  If  PNR  or  FLIFO  display  is  "city  to  city  DD  time  reason' 


Is  Caller  checking 
a  city  indicated 
in  FLIFO  message? 


Do  a  VIA  trans- 
action. 

Vlhfitt/datc 

Is  Caller  checking 
a  city  v;hich  is  an 
intermediate  stop. 


Advise: 

Scheduled  operating 
times.   If  PNR  is 
displayed : 

-  depress  IGN 
button. 


Add  delay  time  to 
scheduled  operating 
times. 

Advise: 

Departure/arrival 
times  including  delay. 

Proceed  to  sten  8 . 


continued 
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Procecure  -  O.eck  Flight  Information  (FLIFO)  (cont'd) 

6.   If  ?NR  or  FLIFO  display  is  "city/LX"  for  one  or  more 
cities:  •J 


Is  Caller  checking  a 
cicy  indicated  in 
FLIFO  nessage? 


<^ 


Advise: 

Scheduled  operating 
times.   If  PNR  is 
displayed: 

-  depress  IGN 
button. 


Perform  VIA  transaction: 
VlAflt/date 

Check  VIA  display  to  determine 
whether  cancellation  is: 

-  arrival 

-  departure  or 

-  arrival  and  departure. 

If  FLIFO  affects  Passenger's 
segment,  advise: 

-  cancellation  information 
.  and  reason. 

-  proceed  to  step  8 . 

If  FLIFO  does  not  affect 
Passenger's  segment: 

-  advise  scheduled  operating 
times. 

-  If  PNR  is  displayed: 

-  depress  IGN  button. 


7.  If  PNR  or  FLIFO  display  is  "FX": 

-  advise  flight  is  cancelled. 

8.  If  Caller  has  reservations  and  FLIFO  is  a  cancelled  flight 
or  delayed  flight  which  causes  a  misconnect: 

-  offer  to  book  alternate  reservations. 

9.  Make  advised  FLIFO  entry  in  CRO  RMKS  field  of  PNR. 


10.   VThen  all  entries  are  accurate  and  complete: 
-  deoress  E.T.  button. 
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FLIFO  REASON  TA9Lc 


Free  Flow 


Definition 

This  code  is  used  when  one  of  the  following 
reasons  do  not  apply. 


C    Operational 
Requirer.ent 


Delay/Cancellation  due  to  one  of  the 
following  reasons: 

SC  Catering 

CD  Crew  Distribution 

CL  Crew  Legality 

SD  De-icing 

SF  Fueling 

SL  Loading 


Security  Check 


Delay/Cancellation  due  to  local 
authorities  inspecting  baggage. 


Weather  at  (C-t-ty) 


Delay/Cancellation  due  to  winds,  tur- 
bulence, fog,  snow,  ice,  etc.   This 
Reason  Code  is  always  followed  by  the 
location  of  the  bad  weather. 


Customs 


Delay /Cancellation  due  to  Customs 
inspection  of  passengers/cargo. 


Maintenance 


Delay/Cancellation  due  to  mechanical 
problems  with  aircraft. 


Passenger 
Service 


Delay/Cancellation  due  to  accommodating 
passengers. 


ATC  (Air  Traffic)    Delay/Cancellation  due  to  a  large  number 
of  aircraft  holding  in  an  airport  area. 

continued  ... 
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C   FLIFO  REASON  TABLE   (CONT'D) 


Reason 

Equipn;ent 

Distribution 

Maintenance 


Definition 


Delay/Cancellation  due  to  late  arrival 
of  equipment  which  was  the  result  of  a 
maintenance  problem  on  previous  flight. 


Equipment  Delay/Cancellation  due  to  late  arrival  of 

Distribution        equipment  which  was  the  result  of  weather 
Weather  problems  on  previous  flight. 


Late  Arrival 
Equipment  at  [Citi£] 


Delay/Cancellation  due  to  late  arriving 
aircraft  at  station.   This  Reason  Code 
is  always  followed  by  location  of  delay. 


Field  Conditions 
at  [C^-t t/1 


Delay/Cancellation  due  to: 

-  runway  conditions 

-  construction 

-  inoperable  airport 
navigational  facilities. 

This  Reason  Code  is  always  followed  by 
location  and  if  necessary,  the  exact 
condition. 


Holiday  Schedule 


Cancellation  of  entire  or  portion  of  a 
flight  due  to  Holiday  Schedule. 


1982 


ALLSEHE.-^iY 


RESERVATIONS  MANUAL 

6-20  Page  8 
January  21,  1974 


Exannles  of  TLZTO   nessages: 


/Fx  ,•-'.AI^T^^^lA^;c5 


The  er.wire  flight  is  cancelled  duo  to  mechanical  problems 
with  aircraft. 


SYR/LX  WEATHER  AT  SYR 

The  SYR  arrival  and  denarture  of  this  flight  is  cancelled 
due  to  weather  conditions  at  SYR. 


BOS/LX  WEATHER  AT  BOS 

PHL/LX  FIELD  CONDITIONS  AT  PHL 

The  BOS  arrival  and/or  departure  is  cancelled  due  to  weather 
conditions  at  BOS.  The  PHL  arrival  cind/or  departure  is  can- 
celled due  to  airport  facilities  such  as  runway  conditions. 


CVG  TO  BAL  DD  1  HR  MAINTENANCE 
BAL  TO  BOS  DD  k5    MIN  MAINTENANCE 

This  flight  has  a  decreasing  delay  due  to  mechanical  problems 
with  aircraft. 

-  CVG   departure  and  BAL  arrival  of  this  flight  is  delayed 
1  hour. 

-  BAL  departure,  PHL  arrival  and  departure  and  BOS  arrival 
of  this  flight  is  delayed  45  minutes.   (PHL  is  an 
intermediate  stop) . 


continued 
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Examples  of  FLIFO  messages:   (cont'd) 

PVD  TO  PIT  DD  2  HRS  WEATHER            •. 
PIT  TO  CMH  CN  LATE  OPS  ACCT  WEATHER  'i 
WILL  OPERATE  9965  PIT  TO  CMH  SKO  965  TIMES 
NO  CONNEX  AT  PIT  DLAD  FLT  965  TO  FLT  9965 

The  P^'D  departure,  BDL  arrival  and  departure,  PHL  arrival  and 
departure,  and  PIT  arrival  of  flight  965  is  delayed  2  hours 
(BDL  and  PHL  are  intermediate  stops) .   The  PIT  departure  and 
CMH  arrival  of  flight  965  is  cancelled.   However,  flight  9965 
is  a  substitute  flight  which  will  depart  PIT  and  arrive  in 
CMH  at  the  times  scheduled  for  flight  965. 

Flight  965  will  arrive  in  PIT  after  flight  9965  departs  PIT. 
Therefore,  CMH  Passengers  on  flight  965  are  unable  to  connect 
to  flight  9965. 


969  WILL  FLAG  STOP  IND  TO  PROT  REV  CNLD  979 
WILL  OPERATE  PIT  CMH  IND  STL  ARV  IND  1700E 
LV  1715E  ARV  STL  1806E 

To  protect  Passengers  (revenue)  from  cancelled  flight  979, 
flight  969  will  make  a  flag  stop  (unscheduled  stop)  at  IND 
for  flight  979 's  Passengers. 

On  this  date  flight  969  operates  PIT  CMH  IND  STL.   Operating 
times  of  flight  969  are: 

PIT  S  CMH     -  per  scheduled  operating  times 
IND  arrival   -  5  P.M.  (eastern  standard  time) 
IND  departure  -  5:15  P.M.  (eastern  standard  time) 
STL  arrival    -  6:06  P.M.  (eastern  standard  time) 
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T:-i  =  0'JGH  FLIGHTS 


DELAY  UNDER  20  MINUTES 


Use  this  procedure  for  flights  operating  with  less  than  20 
oir.utes  delay  when  no  FIM's  have  beej)  issued  to  reduce  "Awaiting 
Quoted  Departure"  (CPAQ)  delays.    ♦> 

Wher.  -he  delay  is  less  than  20  minutes  System  Control  does  not 
issue  a  ?IM.   To  establish  a  revised  departure  time  for  flights 
operating  with  less  than  20-minute  delay: 

-  obtain  the  estimated  arrival  time  (ETA)  for  the 
flight  at  your  station. 

-  add  5  minutes  to  the  arrival  time. 

This  is  the  revised  departure  time  to  be  posted  at  your  station. 

Example: 

Flight  951  is  due  to  arrive  PHL  at  0906  and  depart 
at  0923.   At  BOS,  the  aircraft  is  delayed  15  minutes. 
BOS's  Times  Message  to  PHL  reflects  a  PHL  estimate  of 
0921.   PHL  adds  5  minutes  to  this  estimate,  producing 
a  revised  estimated  departure  time  of  0926  to  be  posted. 

The  "take  the  official  estimate  and  add  5  minutes"  procedure 
accomplishes  two  things: 

1.  If  the  flight  makes  up  time  enroute  and/or  PHL  is 
able  to  work  it  in  less  than  the  15  minutes  scheduled 
ground  time,  we  have  built-in  10  minutes  of  potential 
make-up  time.  If  the  flight  and/or  the  station  makes 
up  this  time,  we  avoid  a  "CPAQ"  delay  (Awaiting  Quoted 
Departure) . 

2.  It  eliminates  the  irritation  of  the  customer  who  might 
otherv;ise  see  an  "on-time"  sign  for  a  scheduled  0923 
departure  when,  at  0923,  the  aircraft  is  nowhere  in 

si^ht . 
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TURNAROUND  FLIGHTS  -  DELAY  UNDER  20  MINUTES 


Take  the  inbound  flight's  estimate  aad  add  10  minutes  to 
establish  the  revised  estimated  departure  time.   When  flights 
are  operating  late,  stations  are  accountable  for  turning  therr. 
around  in  "x"  nuinber  of  minutes  (depending  on  the  equipment 
type)  as  coT.pared  with  scheduled  "through"  times. 

Establish/post  these  delays  locally  only  on  the  basis  of  the 
estimate  included  in  the  upline  station's  Times  Message  and 
only  when  the  flight  is  operating  less  than  20  mintues  late. 
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r.Hz  FLIGHT  INFORMATION  SYSTEM 


Descriptior.  ar.d  Purpose 

The  purpose  of  the  Flight  Informati'on  System  is  to  provide 
our   personnel  and  our  customers  with  information  about 
irregular  (off  schedule)  flight  operations. 

At.   irregular  flight  operation  is  a  flight  which  is: 

-  delayed  20  minutes  or  more. 

-  partially  or  completely  cancelled. 

Each  station  sends  a  FLIGHT  TIMES  message  to  each  downline 
operations  office  and  to  System  Control  immediately  after 
the  departure  of  each  flight.   This  message  includes  the 
estimated  arrival  time  at  the  next  station  and  the  delay 
time  and  reason.   This  message  is  also  a  part  of  the 
Flight  Information  System. 

Visualize  the  Flight  Information  System  as  a  flow  of 
information : 

-  flowing  from  the  point  at  which  the  irregularity 
occurs:  the  station,  maintenance  base,  the 
cockpit. 

-  to  System  Control  where  the  information  is 
analyzed,  alternatives  are  considered,  and 
decisions  are  made. 

-  from  System  Control  in  the  form  of  FIM  and  FLIFO 
messages. 

-  to  Central  Reservations  which  notifies  and  rebooks 
affected  passengers, 

-  and  to  stations  which  advise  and  reaccommodate 
affected  passengers. 


continued 
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THE  FLIGHT  INFORMATION  SYSTEM   (cont'd) 
Descriptior.  and  Purpose   (cont'd) 

'i 

The  FLIFO  massage  is  included  in.  the  response  to  a: 

-  sell  transaction,  or 

-  waitlist  transaction,  or 

-  retrieve  PNR. 

When  a  flight  irregularity  occurs,  System  Control  creates 
a  FLIFO  r.essage  in  PACER.   Each  FLIFO  message  is  in  a 
standard  format  and  includes: 

-  city/cities  affected  by  delay/cancellation. 

-  type  of  irregularity. 

-  amount  of  delay  time  in  hours  and  minutes. 

-  basic  term  descriptive  of  the  reason  for  delay/ 

cancellation. 

-  clarifying  remarks  (if  applicable). 

Each  basic  term  used  in  these  FLIFO  messages  is  descriptive 
of  one  or  more  reasons  for  the  flight  irregularity.   A 
description  of  the  reason (s)  for  each  basic  term  appears 
in  the" FLIFO  Reason  Table. 


continued  . 
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FLIFO  REASON  TABLE 


Reason 


Free  "lew 


OperaTicr.al 
Requirs.-enz 


Security  Check 
Weather  at 


Definition 

This  code  is  ussid  when  one  of  the 
following  Reasons  do  not  apply. 

CL  Crew  Legality 

CD  Crew  Distribution 

SC  Servicing  due  to  Catering 

SD  Servicing  due  to  Deicing 

SF  Servicing  due  to  Fueling 

SL  Serviding  due  to  Loading 

Delay/Cancellation  due  to  local 
authorities  inspecting  baggage. 

Delay/Cancellation  due  to  winds, 
turbulence,  fog,  snow,  ice,  etc.   This 
Reason  Code  is  always  followed  by  the 
location  of  the-  bad  weather. 


Due  to  Mandatory 
Fuel  Allocation 

Customs 


Maintenance 


Passenger 
Service 

ATC  (Air  Traffic) 


Equipment 

Distribution 

Maintenance 


Fuel  Shortage. 

Delay/Cancellation  due  to  Customs 
inspection  of  passengers/cargo. 

Delay/Cancellation  due  to  mechanical 
problems  with  aircraft. 

Delay/Cancellation  due  to  accommodating 
passengers . 

Delay/Cancellation  due  to  a  large 
number  of  aircraft  holding  in  an 
airport  area. 

Delay/Cancellation  due  to  late 
arrival  of  equipnent  which  was  the 
result  of  a  maintenance  problem  on 
previous  flight. 


continued  . 
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FLIFO  REASON  T, 


(cont'd) 


Reason 

Equip.T.ent 

Distribution 

Weather 

Late  Arrival 
Equipment  at 


Field  Conditions 
at 


Holiday  Schedule 


Definition 

Delay/Cancellation  due  to  late  arrival 
of  equipment  which  was  the  result  of 
weather  problems  on  previous  flight. 

Delay/Cancellation  due  to  late  arriving 
aircraft  at  station.   This  Reason  Code 
is  always  followed  by  location  of  delay. 

Delay/Cancellation  due  to: 

-  runway  conditions 

-  construction 

-  inoperable  airport  navigational 
facilities. 

This  Reason  Code  is  always  followed 
by  location  and  if  necessary,  the 
exact  condition. 

Cancellation  of  entire  or  portion  of 
a  flight  due  to  Holiday  Schedule. 
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FLIFO   CCCNT'D) 

IVhen  the  r-esponse  to  an  availability  request  contains  an 
overcast  veather  synbol  (©)  for  1977  or'-an  asterisk  (*) 
for  C?r,  this  incicates  there  is  a  FLIFO  message.   In  an 
availability  display  the  overcast  weather  symbol  or  asterisk 
prececss  the  originating  city  of  the  affected  flij^ht.   In 
response  to  a  request  for  availability  on  a  specific  AL 
flight,  the  overcast  weather  symbol  or  asterisk  follows  the 
abbreviation  for  available  (AVBL). 


To  obtain  a  display  of  this  FLIFO  messaj^e,  perfonn  the 
appropriate  transaction: 

-  sell  (if  seat  is  requested)  or 

-  request  FLIFO  (if  seat  is  not  requested). 


Use  a  Request  FLIFO  entry  when: 

-  a  customer  not  holding  or  requesting  reservations, 
requests  arrival  or  departure  information. 

Using  this  entry  results  in  the  Central  Processor  displaying 
either  a  FLIFO  message  or  the  statement  Flight  Routine. 


Request  FLIFO  entry  format: 


FLIFO 

ENTRY 

CODE 

FLIGHT 
NUMBER 

SLASH 

DATE 

ORIGINATING 
AIRPORT  CODE 

DESTINATION 
AIRPORT  CODE 

2 
2 
2 

775 

855 
961 

/ 
/ 
/ 

2  9  JAN 

03  JAN 
(5  7  FEB 

GRR 
DAY 
BOS 

SHIi 
PIT 
PHL 

The  response  FLIGi!?  ROUTINE  indicates  the  flight  is  operating 
on  schedule  . 

continued  .  .  . 
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FLIFO   (cont'd) 


The  display  of  a  FLIFO  message  provides  you  with  the 
information  necessary  to  advise  our'- customers  of: 

-  the  lccation(s)  affected  by  flight  irregularity. 

-  type  of  flight  irregularity. 

-  delay  time  (if  applicable). 

-  reason  for  flight  irregularity  (See  FLIFO  Reason 

Table). 

-  additional  information  (if  flight  irregularity 
requires  additional  explanation). 

Flight  Information  is  one  of  the  most  important  customer 
service  tools.   Our  customers  accept  schedule  irregular- 
ities, but  they  expect  us  to  know  about  them  and  to 
always  provide  current,  correct ,  fruthful  information. 

HOW  THE  FLIGHT  INFORMATION  SYSTEM  WORKS 

Who  Does  What 

System  Control      1.   Plan  the  operation  of  each  flight 
including  aircraft  and  crew 
availability,  weather  conditions, 
fuel  loads,  and  any  other  factors 
which  may  affect  schedule  performance, 

Station  2.   Report  to  System  Control  any 

situation  which  may  affect  scheduled 
flight  departure. 

System  Control      3.   Forecast  irregular  operations  and 
make  decisions  regarding  delays 
and  cancellations. 

4.   Issue  FLIFO  messages  to  inform 

all  affected  personnel  of  schedule 
irregularity. 


continued 
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HOW  THE  FLIGHT  INFORMATION  SYSTEM  WORKS   (cont'd) 


Central  5.   Advise  passengers  on  cancelled 

Reservatior.s  flights  an4  rebook  them  on  other 

Office  flights.  ♦/ 

6.  Advise  boarding  passengers  of  delays 
greater  than  30  minutes. 

7.  Advise  callers  of  the  flight 
information  displayed  on  the 
Agent  Set  in  response  to 
arrival/departure  inquiries. 

Station  8.   Keep  all  FLIFO's  in  numerical  order. 

If  you  miss  any  numbers,  request 
repeat  of  message  using  your 
Agent  Set. 

9.   Inform  other  people  (crews,  post 
office,  caterer,  etc.)  of  flight 
information  with  which  they  may 
be  concerned. 

10.   NEVER  DEPART  A  DELAYED  FLIGHT 
EARLIER  THAN  THE  TIME  GIVEN  TO 
THE  PASSENGERS. 

Airport  Ticket 

Office  11.   Put  current  flight  information  on 

the  arrival/departure  board. 

12.  Put  Weather  Advisories  on  the 
Passenger  Weather  Advisory  Board 
adjacent  to  the  check-in  position. 

13.  Inform  passengers  of  irregularities 
affecting  their  flight  giving  as 
complete  and  accurate  an 
explanation  as  needed. 

14.  If  there  are  connecting  passengers 
and  the  delay  causes  a  misconnection: 

-  advise  the  passenger  of 
misconnection  and  rebook. 
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FLIGHT  .MESSAGE  EXAMPLES 


Flight  Delay  ;, 

<H 
3DL00AL 

.DCASMAL  C21847 
FLIFO  3906P  D 
9315  g20CT 
3DL  TO  PHL  DD33  MIN  SECURITY  CHECK 


Exolanation: 


BOLOOAL 

.DCARMAL 

0218'*? 

FLIFO 

0906? 

D 

0915  02OCT 

BDL  TO  PHL 


SECURITY 
CHECK 


-  Hartford  operations  office  address. 

-  message  signature  of  computer. 

-  date  and  time  message  completed. 

-  message  title  . 

-  local  time  PM.' 

-  type  of  message  -  Delay. 

-  flight  number  and  date. 

-  segment  of  flight  where  irregularity 
occurred. 


-  Action  -  in  this  case  -  indicates 
30-minute  delay  for  security  check. 


Reasons  used  in  FLIFO  messages  are  written  out  by  System  Control 
Center. 


Examples : 


ATC  -  air  traffic  congestion 

Maintenance 

Operarional  Requirement 

V.'eath.er 

etc. 
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-xa.-7.3le; 


f^^^^^por.sa  to  a  sell  entry  for  today's  flight  912 

-e.-.rral  Processor  Response:  ■ 

1     912S   23SEP  ABEBOS  SSI   1050a  Hhra 
PIT  TO  BOS  DD  1  HR  30  MIN  WEATHER  AT  PIT 

This  FLIFO  message  indicates: 

-  due  to  weather  conditions  at  PIT,  there  is 
a  1  hour  30  minute  delay  on  this  fl?!^^  ^ 

pS  'bOS°'  '/   ??"^  ''   -^nuJe'S:  ay'^Se'cts"'' 
PIT,  BOS  and  all  intermediate  stops) 


Example; 

li?-JlT!'1^c'L'd:d'in  IZ   "^;  '^^^^^"  -  ^^i^^t  6  37 
message.   ^"'^^"'^^'^  ^"  ^^e  retrieved  PNR  is  a  FLIFO 

Retrieve  PNR: 

1.  IMARTIN  J 

1  AL  657A  17APR  IPTPIT  HKl   358P  «»50P 

PIT/LX  MAINTENANCE 

FONE-IPT  327-990i_H 

TKT-T/ 

This  FLIFO  message  indicates: 

-  flight  6  37  is  cancelled  IPT  to  PIT  due 
lircr^r-tr"""'  (mechanical  problems 'with 

This  flight  is  cancelled  between  IPT  and  PTT 

only;  prior  to  arrival  in  Ipt  the  fl  ,•  ^h^ 

on  schedule.  i light  operated 


4" 
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Exa;r.T)l2 : 


•f;Ser.t  recuests  FLIFO  mpssage  f  or.^'todav '  s  flip.ht  989 

Er-er: 

2989/27APRnDLIND 
Depress  Enter  key. 

Central  Processor  Response: 

LGA  TO  IND  DD  1  HR  ATC  AIR  TRAFFIC 

This  FLIFO  messa^^e  indicates: 

-  cue  to  air  traffic  (a  larj^e  number  of  air- 
craft in  an  airport  area  waiting  to  land), 
there  is  a  1  hour  delay  on  this  flieht  from 
LGA  to  IND. 

Prior  to  arrival  in  LGA  this  flif^ht  onerated  on 
schedule.   Therefore,  the  flight  deoarted  BDL  on 
schedule  but  arrival  in  IND  is  1  hour  late. 


Examnle ; 


A^ent  recuests  FLIFO  messar.e  for  today's  flirht  802 
SDF-PIT. 

Enter: 


2802/21MARSDFPIT 
Depress  Enter  key. 

Central  Processor  Response: 

"LIGHT  ROUTINE 


This  resoonse  indicates  this  flight  is  ODeratinp- 

on  schedule .  ' 
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Exar.ole: 


Agent  recuests  FLIFO  messace  for  today's  flight  870 

CVG-PHL.  ;. 


2E7S/13MAyCVGPHL 
Depress  Enter  key. 

Central  Processor  Response; 

CVG  TO  BAL  DD  1  HR  MAINTENANCE 
BAL  TO  BOS  DD  US  MIN  MAINTENANCE 

This  FLIFO  message  indicates: 

-  flight  870  is  delayed  due  to  maintenance 
(mechanical  problems  with  aircraft). 

-  1  hour  late  from-  CVG  to  BAL  (delay 
also  affects  any  intermediate  stops 
between  CVG-BAL). 

-  US  minutes  late  from  BAL  to  BOS 
(delay  also  affects  any  intermediate 
stops  between  BAL-BOS). 

Therefore,  this  flight  has  a  decreasing  delay;  it 
departs  CVG  1  hour  late  but  arrives  in  PHL  (inter- 
mediate stop  between  BAL-BOS)  45  minutes  late. 
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Examole : 


Asent  rec'-esrs  FLIFO  message  for  flipht  930  MEM-PHL 
Jur.e  IS  .  ;^ 

Enter: 


2  9  32/'15JU.\'MEMPHL 
Depress  Enter  key. 

Central  Processor  Response: 

FLT  NOOP  FOR  FLT/DATE 

This  response  indicates  that  due  to  freciuency 
schedule  or  holiday  schedule  this  fli^^ht  is 
not  oneratinj?  on  this  date. 


Example ; 


Agent  requests  FLIFO  message  on  Flight  904  PIT-MDT 
June  15.   Flight  904  originates  Chicago  at  1030  on 
June  15.   Flight  904  departs  PIT  at  0140  on  June  15. 
Use  date  of  flight  origination. 

Enter: 

29Z4/15JUN  PIT  MDT 
Depress  Enter  Key. 

Central  Processor  Response: 

FLIGHT  ROUTINE 
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INTERRUPTED  TRIPS  POLICY  -  DOMESTIC 


Despite  inprovements  in  the  dependability  of  travel  by  air, 
occasional  interruptions  to  passenger'travel  are  unavoidable. 

It  is  Allegheny  Airlines'  policy  and  practice  to  provide  to 
each  passenger  whose  trip  on  Allegheny  has  been  interrupted 
with: 

CCURTESY/  to  the  extreme  degree. 

Apology*   for  the  inconvenience;  advise  the  passenger 
the  TRUTH  concerning  the  flight  interruption. 
ASSIST  the  passenger  in  resuming  and  completing 
his  trip. 

REROUTING/  which  in  most  cases  can  be  provided  at  no 

additional  expense  under  the  liberal  provisions 
of  Rule  3  80. 

Empathy*   or  putting  yourself  in"  the  passenger's  position. 

The  first  letter  of  these  words  spell  "CARE"  and  caring  for  our 
customers,  particularly  when  their  trips  have  been  interrupted, 
is  Customer  Services'  Number  One  Job! 


Allegheny's  interrupted  trips  policy  is  governed  by: 

-  Tariff  Rules 

-  Air  Traffic  Conference  (ATC)  Resolutions 

-  Allegheny's  Company  Policies. 

Allegheny's  Interrupted  Trips  policy  authorizes  a  number  of 
Services,  by  which  we  must  absorb  certain  of  the  additional 
travel  expenses,  which  a  passenger  whose  trip  has  been  inter- 
rupted would  otherwise  have  to  bear  himself. 


continued  .  . 
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INTERRUPTED  TRIPS  POLI CY  -  DOMESTI C   CCONT'D) 


The  Cor.pany's  babi--  .c'.'.cy  is  to  absorb  certain 
additional  traval  expenses  when  ther^'  is  a  schedule 
irregularity. 

Schedule  Irregularity 

Schedule  Irregularity  means: 

-  Delay  in  scheduled  departure  or  arrival  of  a  carrier's 
flight  resulting  in  a  Disconnection  (or) 

-  Flight  cancellation,  omission  of  a  scheduled 
stop  or  any  other  delay  or  interruption  in  the 
scheduled  operation  of  a  carrier's  flight,  (or) 

-  Schedule  changes  which  require  rerouting  of  a 
passenger  at  departure  time  of  the  original 
flight. 

Wfien  a   ^IZgkt  -Li    dztayzd   4    houl&,    on.   moid,    Allzghznif  nait 
oi^zA  to   all  paiizngzii    holding   A.zie.ivat-Loni   on  that   ^LLakt, 
OK  itandby  paazngzA^ ,    thaX  kavz   bzzn   clzaizd  to    boaxd  that 
iUghf. 

-  Onz    J  5  lOOKd   Catuitziy  tizaagz   on.  onz   3  mZnutz 
Long   Vlitanaz  phonz   call.       (5ee  6-76   Pagzi    J  6   Z) 

-  One  mtal  J.^   canczllzd  on.  dzlayzd   ilight  wai   a 
mzal   ilight.       (5ee  6-77  Pagci  /  i   2) 
EXCEPT:   Wo  nzali   anz   pnovldzd   {on.  paazngzn.^ 

nznoatzd  on    illghti   oUznlng   compLL- 
eizntany  mzal  iZKvlcz. 

-  Ovznnigkt  accommodations   l^   dzlay  li    duK-ing    thz   hou.n.i 
10:C0   P.M.    and   6:00   A.M.  ^on.  paiizngzM   living   In 
zxczii    0^    1    houKi    dnlvz   inom  thz  alnpont,    on.  noad 
cor.iltloni    anz   hazandoui   duz  to  wzathzn..       (See 

6-7s    Pagzi    I  6    2) 

-  Altz^r-.tztz  tnampoKtatlon.  that  li   avallablz, 
iSzt    6-79    Vagzi    1    S    2) 


Ext-'.con.dlnan.y   Cln.cuaiitanczi.       (See  6-iO    ?agz    1) 
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INTERRUPTED  TRIPS  POLICY   DOMESTIC   (CONT'D) 

Give  passengers  your  best  "CARE"  but^  be  consistent. 
Do  .-ot  provide  any  Interrupted  Trip ''Expenses  for 
passengers  rdsccnnected  by  other  carriers.   Politely 
refer  passengers  requesting  services  such  as  Meals, 
Overnight  Acco.-n.-nodations ,  Chartered  Surface  Transportation, 
etc.,  TO  the  delivering  carrier. 

Allegheny  offers  the  following  services  under  the  liberal 
provisions  of  PR-5-Rule  380.   The  following  Sections 
explain  the  policy  and  procedure. 

-  Courtesy  Message  6-76 

-  Meal  Allo;;ances  6_  77 

-  Overnight  Acconunodations  6-78 

-  Alternate  Transportation    -  6-79 

-  Extraordinary  Circumstances  6-80 

Keep  the  following  items  readily  accessible  at  the  ticket 
counter  to  provide  prompt  service: 

-  Train  and  bus  schedules  and  fares. 

-  Hotel  rates. 

-  Refund  Drafts,  Form  A-79. 

-  Credit  Card  credit  forms. 

-  Current  information  on  the  cost,  availability  and 
contacting  procedures  for  chartered  limo,  bus,  taxi, 
or  air  taxi  service. 

-  Petty  Cash  Slips. 

-  Explanation  of  Delay  for  Customer,  Form  OS-37. 

-  Flight  Interruption  Manifest,  Form  A-38. 

-  Passenger  Accommodation,  Form  A-6 . 

continued  ...  . 
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INTERRUPTED  TRIPS  POLICY   DOMESTIC   (CONT'D) 

If  using  chartered  limo,  bus,  taxi,  'or  air  taxi  service  to 
transport  passengers  to  their  destination  due  to  an  interr- 
upted trio,  advise  destination  station  and  Reservations: 

-  The  lino,  bus,  taxi,  or  air  taxi  departure  time. 

-  Passengers'  names. 

-  Er.route  stops.   Advise  passengers  and  driver  of 
enroute  stops  and  their  location  prior  to 
departure. 

-  Final  destination  (airport  and/or  downtown  location). 

-  Expected  arrival  time  at  each  stop. 

VziHnat*.on   ktatlon   /izmarim    opzn   ant-it 
the  tZmo ,    bui ,    taxi,    ok   ain.  taxi.   aKA-ivzi 
at  tkz  dziti.nati.on  aiKpont. 

We  have  a  moral  obligation  to  deliver  the  passenger  to  a 
location  where  he  can  obtain  taxi,  hotel,  etc.   Coordinate 
forwarding  transportation  with  the  destination  station. 
The  destination  station  may  have  passengers  who  can  be 
accommodated  on  the  return  trip. 

Service  for  Non-Revenue  Passengers 

Beyond  courtesy  and  assistance  (but  serving  after 
revenue  passengers)  no  interrupted  trips  services  are 
authorized  for  NRSA,  NRSP,  or  NRWR  passengers. 
However,  if  there  as  space  available  on  alternate 
transportation  being  arranged  for  revenue  passengers, 
non-revs  luay  go  along. 

In  the  case  of  an  oversold  flight,  employees  of 
other  airlines  and  Allegheny  employees  travelling 
NRMR/NRS?  are  to  be  advised  of  the  oversale  and 
what  later  flights  or  ground  transportation  is 
available  to  their  destination.   If  they  decide 
to  rer.ain.  on  board,  thereby  creating  or  adding 
to  the  oversold  condition,  their  names  must  be 
reported  to  the  Director  -  Ground  Services  for 
inter-depart.T.ent  review. 

continued    .    .    . 
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INTERRUPTED  TRIPS  POLICY   DOMESTIC   CCONT'D} 

GTR  Tickets  '- 
^ 

Passengers  traveling  on  tickets  purchased  with  a  GTR 
are  not  authorized  a  cash  refund.   HaKe  Refund  Draft 
.-or=  A-79,  payable  to  the  train  or  bus  company  if    ' 
surrace  transportation  is  requested.   Prepare  draft 
for  the  exact  amount  of  the  train  or  bus  fare. 

Free  "Return"  Transportation 

Allegheny  is  not  permitted  to  provide  free  return 
transportation  to  the  passenger's  origin  station  when 
a  passenger  is  a  misconnect  or  is  delayed  at  a 
connecting  point  or  enroute  station  to  the  extent 
that  It  is  not  worthwhile  for  him  to  complete  his  trip. 

Example:   Mr,  Tim  Frick  is  traveling  flight  762 

YNG/PIT  and  connecting  to  Flight  C205  to  MGW 
cancels  due  to  mechanical  problems.   You 
offer  to  protect  Mr.  Frick  on  Flight  C217 
leaving  2-1/2  hours  later.   This  is  not 
satisfactory  to  Mr.  Frick,  as  he  has  an 
5  P.M.  speaking  engagement  that  he  will 
miss.   He,  therefore,  wants  to  return  to 
YNG  at  Allegheny's  expense  and  a  refund 
of  his  ticket. 

You  are  permitted  to  provide: 

-  involuntary  refund  of  unused  flight  coupons. 

-  rerouting  on  Allegheny  or  other  carrier  to  his 
destination  using  provisions  of  PR-6 ,  Rule  380. 

-  ground  transportation. 

Donot  provide  a  free  ticket  back  to  the  passenger's  ■ 
pom-  of  origin. 


continued 
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INTERRUPTED  TRIPS  POLICY   DOMESTIC   CCONT'D) 

Involuntary  Re-routing  of  Passenger  &nd  Baggage 

It  is  Allegheny's  responsibility  to  recheck  a  passenger's 
baggage  when  transferring  the  passenger  to  another 
airline,  or  another  Allegheny  flight. 

Delay 

If  a  local-boarding  passenger  is  booked  on  a  delayed 
flight,  and  as  a  result,  misses  a  connecting  flight, 
and  there  is  a  flight  leaving  your  station  to  the 
passenger's  connecting  city  (which  makes  the  connection) 
but  there  is  no  space  -  THEN 

-  Atterr.pt  to  board  the  possible  misconnect  on 
the  earlier  flight  by  carefully  explaining  to 
the  confirmed  passengers  (on  the  earlier 
departure)  the  situation  and  ask  for  volunteers 
to  allow  the  possible  misconnection  passenger 
to  board  in  his  place.   Confirm  the  volunteer 
for  the  later  flight  before  boarding  the 
passenger  you  have  confirmed  on  the  earlier 
flight. 

Note:   Only  attempt  this  if  the  delayed  flight 
is  enroute  to  your  city,  and  accept  as 
volunteers  only  those  passengers  who  are 
terminating  at  the  connecting  point  or 
beyond,  as  long  as  they  are  not  changing 
planes. 

Do  not  accept  as  volunteers: 

-  Young  Adults 

-  Unaccompanied  Children 

-  Elderly  Passengers 

-  Passengers  Who  Need  Special  Assistance, 


continued  . 
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Delav   (Cont'd) 


Attempt  to  reroute  the  possible  nisconnect  on 
another  airline  flight  to  connecting  city  if 
that  flight  will  arrive  in  time  to  make   the 
passenger's  connection. 

Note:   Interline  availability  is  not  to  be 
used  for  irregular  operations 
protection,  even  though  the  bookings 
are  for  individuals  or  parties  of 
2,  3,  or  U.   Call  other  airline 
to  book  seats  as  required. 
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NORTH  CENTRAL  AIRLINES  RESPONSES  TO  AIRLINE  QUESTIONNAIRE 


1.  We  have  not  considered  lowering  fares  on  any  of  our  major  routes  within  the  past 
five  years  because  our  operating  costs  have  increased  substantially  during  that  period. 
In  our  opinion,  current  Board  procedures  neither  inhibit  nor  encourage  carriers  to 
experiment  with  lower  fares. 

2.  We  do  not  support  the  concept  of  "zone  of  reasonableness"  as  we  believe  the  tendency 
would  be  for  all  carriers  to  adopt  the  lowest  fare  on  competitive  routes. 

3.  North  Central  does  not  operate  transcontinental  service,  and  operates  internationally 
only  between  Detroit,  Michigan,  and  Toronto,  Ontario;  and  Duluth,  Minnesota,  and  Thunder 
Bay,  Ontario,  and  Winnipeg,  Manitoba.   North  Central  has  no  data  either  by  flight  or 
system  wide  sbich  would  enable  us  to  determine  the  proportion  of  business  and  pleasure 
travelers  on  our  system.   However,  our  general  estimate,  based  on  collective  observation. 
Is  that  our  traffic  is  predominately  business-oriented,  perhaps  in  the  neighborhood  of 
70-80%  of  our  passengers. 

4.  We  determine  the  proper  fare  for  a  particular  city  pair  by  using  the  current  fare 
formula  prescribed  by  the  C.A.B.—our  Tariffs  &  Schedule  Department  makes  this  decision. 
He  have  made  only  limited  studies  on  our  own  regarding  the  effects  of  Increased  fare 
competition  because  we  utilize  the  Board's  study  in  the  Domestic  Passenger  Fare 
Investigation. 

5.  North  Central  has  filed  for  eight  separate  fare  increases  in  the  past  ten  years. 
All  markets  were  included  in  these  increases.  We  have  never  felt  pressure  from  the 
C-A.B.  or  from  any  other  airline  to  match  an  approved  increase. 

6.  The  attached  Exhibit  A  contains  revenues,  expenses,  gross  profits,  non-operating 
expenses  (including  interest  on  debt),  taxes,  earnings  per  share,  return  on  equity, 
passenger  and  total  load  factors  for  the  past  ten  years.   We  are  unable  to  break  down 
this  information  by  type  of  operation  as  our  records  are  not  kept  in  this  manner.   The 
balance  of  this  question  is  not  applicable  to  our  operation. 

7.  We  do  not  have  available  a  statement  of  actual  to  projected  cash  flow  over  the  past 
five  years  nor  for  the  next  five  years. 

8.  Over  the  past  five  years  we  acquired  ten  Douglas  DC-9's  and  nine  Convair  580 's  by 
purchase  or  lease.   Five  DC-9's  and  nine  CV-580's  were  purchased  for  $31,800,000  by 
capital,  either  Internally  generated  or  bank  loans.   The  rate  of  depreciation  for  the 
DC-9's  is  180  months,  15%  residual  and  the  CV-580's  120  months,  15Z  residual  with  both 
on  a  straight-line  basis. 

9.  North  Central  currently  has  on  order  from  McDonnell-Douglas  Corporation  two  DC-9 
Series  30  aircraft  for  delivery  in  March  and  April,  1975.   We  have  also  placed  an 
order  for  three  DC-9  Series  50  aircraft  for  delivery  in  April  and  May  of  1976,  with 
option  to  purchase  three  more  of  this  type  of  aircraft  in  late  1976. 
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A  DC-9  flight  simulator  has  been  ordered  from  C.A.E.  Ltd.  of  Canada  for  installation 
In  May,  1975  at  our  Minneapolis  main  offices. 

North  Central  intends,  if  traffic  growth  supports  such  a  decision,  to  purchase  addi- 
tional DC-9  Series  50  aircraft  in  1978  and  1979.   It  may  also  purchase  used  DC-9 
equipment  if  such  aircraft  should  become  available  and  traffic  growth  can  support  the 
additional  capacity.   Our  computer  equipment  is  basically  adequate  to  support  antici- 
pated needs,  but  should  additional  data  processing  power  be  required.  North  Central 
will  add  to  its  present  complement  of  computer  hardware  as  needs  dictate. 

10.  Salaries  and  Other  Compensation  of  Ten  Highest  Paid  Executives 

1971      1972      1973 

H.  N.  Carr  $  90,000    $  91,670    $  100,621   $  105,750   $  112,963 

B.  Sweet  45,500     49,167      55,375     58,437     62,592 

G.  F.  Wallis 

D.  F.  May 

J.  P.  Dow 

D.  E.  Moran 

T.  M.  Needham 

A.  E.  Schwandt 
G.  J.  Miller 
L.  J.  Keely 

Director's  Fees 

H.  N.  Carr  $1,050     $1,050     $1,800     $1,200     $1,200 

B.  Sweet  750      1,050       1,650       900        900 

11.  If  our  expenses  exceeded  revenues  by  five  or  ten  percent  for  even  one  year,  we 
would  take  numerous  steps  to  correct  the  problem  immediately.   Our  expenses  have  only 
exceeded  revenues  in  one  year  over  the  last  20  years. 

12.  We  believe  the  United  States  has  the  best  air  transportation  system  in  the  world. 
While  we  do  not  believe  inefficiency  should  be  rewarded,  we  do  believe  that  help 
should  be  given  when  the  problems  that  create  the  bankruptcy  are  beyond  the  airline's 
control. 

13.  We  do  not  agree  with  the  premise.   All  of  the  regional  carriers  are  larger  today 
than  many  of  tlie  trunks  wove  ten  years  ago.   The  snailer  carriers  have  grown  faster  in 
most  cases  than  the  larger  ones,  and  we  believe  that  to  be  a  healthy  sign  in  our  industry. 


1969 

1970 

$  90,000 

$  91,670 

45,500 

49,167 

38,700 

40,650 

25,600 

28,200 

22,120 

24,620 

20,550 

23,450 

21,310 

22,860 

22,810 

24,360 

16,910 

19,110 

24,290 

26,490 

43,200 

45,630 

48,447 

31,511 

34,395 

36,813 

27,345 

29,137 

31,198 

27,075 

29,925 

32,149 

24,510 

25,710 

28,235 

26,040 

27,450 

8,860 

21,585 

23,347 

26,215 

28,965 

4,739 

-0- 
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14.  We  would  probably  sell  our  smaller,  less  efficient  aircraft  and  get  out  of  smaller 
cities  where  fares  do  not  adequately  compensate  us  for  the  service  we  supply.  We 
would  need  to  increase  load  factors  and  this  could  be  done  by  reducing  service  to 
cities  that  are  marginal  traffic  producers.   We  would  also  apply  for  an  increase  In 
subsidy  to  cover  operating  deficiencies. 

15.  We  do  not  believe  the  industry's  investment  is  necessarily  too  large.   Technology 
has  advanced  so  rapidly  in  the  airline  industry  that  it  has  been  necessary  to  invest 
very  large  sums  of  monej'  in  order  to  stay  up  with  that  technology.   This  has  resulted 
in  some  temporary  excess  capacity;  however,  the  airlines  have  been  cutting  back  on 
this  capacity  by  retiring  some  of  their  more  obsolete  aircraft  which  is  probably  the 
answer  to  this  problem. 

16.  The  major  factor  for  the  low  profits  in  the  airline  industry  has  been  our  inability 
to  control  rapid  increases  in  costs.   This  is  true  primarily  in  three  areas.   First, 

we  have  very  little  strength  in  negotiating  contracts  with  our  unions,  which  has 
caused  our  labor  rates  to  rise  substantially  faster  than  in  other  industries.   Secondly, 
we  have  been  extremely  hard  hit  by  the  rapid  increase  in  the  costs  of  fuel.   In  addition 
to  this,  the  costs  of  doing  business  in  our  cities  has  increased  substantially  through 
increased  landing  fees  and  also  the  costs  of  screening  our  passengers  for  security 
purposes.  We  believe  the  C.A.B.'s  policies  have  actually  helped  offset  the  low  profits, 
and  they  would  have  been  much  worse  without  some  of  the  assistance  we  have  received 
from  that  agency.   As  to  our  labor  problems,  the  Board  has  consistently  backed  the 
airlines'  Mutual  Aid  Pact  which  to  some  degree  has  helped  us  to  control  labor  costs. 
In  regard  to  fuel,  the  C.A.B.  has  certainly  backed  the  airlines  in  trying  to  hold  the 
line  on  costs  and  getting  the  fuel  that  was  necessary.   It  has  also  supported  us  in 
allowing  some  capacity  agreements  which  has  helped  control  our  excess  capacity  and 
save  other  costs,  as  well  as  fuel. 

17.  We  do  not  agree  with  the  statement  in  this  question.   A  great  deal  of  what  is 
called  "marginal  capacity"  is  over  routes  that  have  a  substantial  amount  of  competition 
and  where  one  airline  cannot  afford  to  cut  back  without  getting  some  agreement  from 
the  other  carriers,  or  the  first  airline  would  even  lose  the  participation  it  has  in 
the  market.   Some  of  the  other  excess  capacity  is  on  less  dense  routes  where  there  is 
minimum  service.   To  cut  back  further  would  seriously  hurt  loads  on  the  remaining 
flight  or  flights,  since  two  to  three  round  trips  a  day  are  required  in  any  market 

to  really  stimulate  the  traffic  potential  of  that  market.   In  the  case  of  regional 
airlines,  there  is  no  possibility  of  even  making  the  C.A.B.'s  standards  unless  we 
eliminate  service  to  a  number  of  the  small  marginal  cities  which  we  are  required  to 
serve.   These  cities  are  not  capable  of  generating  the  kind  of  traffic  required  by 
those  load  factor  standards. 

18.  As  shown  in  the  following  table,  North  Central's  average  cost  per  available  seat 
mile  in  1973  was  higher  than  the  industry  average.   This  is  primarily  due  to  our  low 
average  length  of  aircraft  hop,  which  is  the  shortest  of  any  of  the  carriers  shown 
(costs  vary  directly  with  length  of  hop) .   Our  passenger  yield  is  also  higher  than  the 
average,  which  acts  to  offset  this  cost  disadvantage. 
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18. 

(cont.) 

1973  Experience 

Total  Operating  Expense 

Carrier 
AA 

Per  ASM 

3.76c 

BH 

3.36 

CO 

3.14 

DL 

3.41 

E& 

4.07 

HA 

3.06 

NH 

2.59 

ru 

3.39 

OA 

3.43 

VA 

3.35 

AL 

4.54 

FL 

4.69 

NC 

5.35 

OZ 

5.87 

PI 

4.90 

RW 

4.97 

SO 

4.60 

TX 

4.96 

Average  -  All  Carriers 

3.55c 

19.   Our  advertising,  other  promotion,  arid  office  space  and  equipment  rental  costs  for 
the  past  five  years  have  been  as  follows: 


Office  Space  & 

Advertising 

Other  Promotions 

Equipment  Rental 

1973 

587,620 

93,010 

4,746,876 

Z 

.517. 

.087. 

4.15% 

1972 

.663,760 

52,223 

4,308,491 

% 

.627. 

.05% 

4.07% 

1971 

597,027 

30,213 

3,258,920 

Z 

.63% 

.037. 

3.43% 

1970 

280,701 

44,190 

2,120,929 

X 

.337. 

.05% 

2.49% 

1969 

308,083 

38,863 

1,283,896 

X 

.457. 

.06% 

1.89% 
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20.   For  North  Central  Airlines,  the  marginal  cost  of  carrying  one  additional  passenger 
on  an  existing  flight  breaks  down  as  follows: 


(Current  Costs) 

Reservations 

$1.07 

Ticketing 

.15 

Loss  &  damage-average 

.12 

Meal  service-average 

.54 

Passenger  supplies 

.19 

Baggage  handling 

1.58 

Insurance-average 

.21 

Commissions 

.86 

Flight  attendant 

.23 

Total  $4.95 

*The  additional  passenger  may  cause  the  total  passenger  complement 
to  exceed  that  which  can  be  serviced  by  two  flight  attendants. 
The  cost  of  added  attendants  is,  therefore,  divided  by  total 
passengers  to  arrive  at  a  cost  assignable  to  one  added  passenger. 

The  use  of  this  number  should  not  be  confused  with  the  use  of  the  concept  of  short-term 
variable  costs  of  carrying  added  passengers.   The  costs  of  air  transportation  are  very 
susceptible  to  step-wise  Increments  in  overall  costs  based  on  passenger  volumes.   Since 
nearly  half  of  our  total  costs  are  labor-related,  and  since  most  of  our  personnel  are 
directly  related  to  passenger  volume,  only  within  very  small  ranges  can  it  be  stated 
that  the  cost  of  carrying  one  added  passenger  is  only  $4.95. 

21.  Not  Applicable 

22.  We  have  applied  for  the  following  routes  in  the  past  five  years  and  on  the  dates 
indicated: 

Detroit  -  New  York  City  12/9/70 

Detroit  -  Boston   •  10/27/72 

Detroit  -  Montreal  1/1/73 

Milwaukee  -  Philadelphia  4/23/73 

Other  than  acknowledging  our  application  or  denying  expedited  action,  the  Board  has  made 
no  decision  on  these  applications. 

We  do  not  believe  the  C.A.B.  has  acted  as  expeditiously  as  they  should  have  on  our 
applications.   The  Board  has  been  reluctant  to  certify  additional  routes  and  even 
though  some  routes  no  doubt  would  justify  being  awarded,  they  have  taken  an  overall 
policy  stand  that  no  route  would  be  awarded  until  some  of  the  industry  problems  have 
been  solved.   We  agree  that  in  many  cases  there  is  already  too  much  capacity  and  certainly 
any  new  routes  awarded  should  be  fully  justified,  but  we  do  feel  there  are  some  places 
where  additional  service  could  be  provided  and  that  these  routes  should  be  considered 
by  the  C.A.B. 

23.  There  are  routes  which  we  would  like  to  enter,  and  we  have  requested  approval  from 
the  C.A.B.  for  these.   However,  if  there  were  free  entry  to  these  routes,  we  would  not 
stand  much  of  a  chance  against  the  major  carriers  as  they  no  doabt  would  dominate  tVie 
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market  and.  In  effect,  make  it  impossible  for  us  to  provide  the  service  we  would  like  to. 
The  C.A.B.'s  entry  policy  does  inhibit  to  some  degree  our  entry  into  certain  routes,  but 
It  also  protects  the  smaller  carriers  and  certainly  is  preferred  to  a  policy  of  free 
entry. 

24.  No. 

25.  No. 

26.  North  Central  Airlines  does  not  have  any  excess  capacity  at  the  present  time.   If 
the  economy  were  to  go  into  a  substantial  decline  so  that  we  would  have  to  cut  back  some 
service,  we  would  reduce  some  of  our  Convair  580  flights.   We  have  recently  sold  several 
of  these  Convair  580  airplanes  and  believe  we  would  be  able  to  sell  some  more  of  them 
at  approximately  our  book  value. 

27.  We  have  suspended  service  to  only  one  city  on  our  route  system,  and  that  is  Winona, 
Minnesota.  A  condition  of  the  suspension  is  that  Winona  will  receive  substitute  service 
by  a  third-level  carrier. 

28.  Fuel  costs,  percentage  of  total  cost  and  increase  per  gallon  are  as  follows: 

Total  Cost 
(000) 

1972  $  8,757 

1973  9,592 

1974  (9  months)   10,565 

1975  (projected)  23,940 

29.  Not  Applicable 

30.  Not  Applicable 

31.  We  believe  it  would  not  be  judicious  for  the  C.A.B.  to  do  this.   The  airlines  are 
already  having  substantial  problems  with  load  factors,  and  adding  additional  trunk 
carriers  over  dense  traffic  routes  would  just  further  dilute  these  load  factors.  _ We 
believe  this  would  make  a  hodge-podge  out  of  the  industry.   There  are  no  doubt  a  few 
markets  which  could  stand  additional  competition;  however,  we  believe  those  should  be 
considered  one  market  at  a  time  with  particular  emphasis  towards  awarding  these 
routes  to  the  smaller  airlines.   If  this  were  done,  it  would  help  North  Central  to 
become  a  stronger  carrier  and  reduce  our  dependence  on  subsidy. 

32.  We  believe  a  permissive  entry  policy  would  be  a  disaster.   The  routes  that  could 
stand  more  competition  would  probably  have  many  additional  carriers  almost  immediately, 
and  a  lot  of  money  and  fuel  would  be  wasted  in  trying  to  develop  a  superior  position 
in  the  market.   The  smaller  cities  that  need  additional  service  would  not  be  helped 

at  all  because  most  of  the  capacity  would  be  thrown  into  the  very  dense  markets  and 
the  smaller,  less  profitable  routes  would  be  left  to  shift  for  themselves.   In  other 
ifords,  the  emphasis  would  be  taken  away  from  a  balanced  transportation  network. 

33.  Not  applicable 


Percent 

Increase 

8.26% 

N/A 

8.38% 

■  .5<^ 

10.72% 

8.0c 

15.65% 
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34.  A  decision  regarding  capacity  and  frequency  offered  in  a  particular  market  is 
based  on  available  traffiq  statistics  for  a  new  market  and  these  statistics  plus 
load  factor  experience  in  a  presently  existing  market.   The  degree  of  promotion  that 
is  given  to  a  particular  market  is  determined  by  our  experience  and  our  judgment  as 
to  whether  we  are  obtaining  our  share  of  the  market  considering  the  service  that  we 
offer.   Decisions  in  respect  to  these  matters  are  made  by  our  Vice  President-Traffic 
and  Sales. 

35.  We  offer  only  standard  class  service.   (See  #36) 

36.  While  we  offer  standard  class  service  on  all  segments  across  our  system,  inflight 
services  do  vary  dependent  on  time  of  day  and  the  length  of  flight.   These  decisions 
are  made  by  our  Vice  President-Inflight  Service. 

37.  We  believe  we  could  operate  more  efficiently  if  our  airline  were  twice  its  present 
size.   If  we  were  half  our  present  size,  we  would  have  a  great  deal  of  difficulty 
surviving,  since  so  much  of  our  costs  are  fixed.  We  believe  there  are  a  large  number 
of  economies  that  can  be  realized  as  a  carrier  grows  in  size.   There  may  be  an  optimum 
size  where,  if  a  carrier  would  go  beyond  that  point,  difficulty  in  actually  controlling 
the  operations  could  result  in  some  inefficiencies  and  additional  expenses. 

38.  Much  information  furnished  the  C.A.B.  is  generated  for  in-house  use  and  can  be 
prepared  with  little  extra  effort.  We  estimate  the  total  extra  time  needed  to  supply 
the  needs  of  the  C.A.B.  presently,  in  preparing  Form  41  and  related  schedules,  is 
approximately  800  hours  per  year. 

The  C.A.B.  requirements  have  little  Impact  on  our  passenger  handling  and  the  operation; 
consequently,  the  costs  involved  are  nominal. 

39.  We  believe  the  C.A.B. 's  methods  of  reviewing  and  handling  route  applications  are 
somewhat  inefficient.   There  is  no  question  that  the  C.A.B.  should  have  authority  over 
granting  new  routes,  but  their  method  of  determing  which  airline  should  receive  the 
route  and  when  additional  service  should  be  allowed  is  burdensome.   No  doubt  standards 
could  be  adopted  which  would  improve  efficiency. 

40.  The  cost  directly  related  to  C.A.B.  proceedings  is  listed  below.  We  do  not  spend 
any  funds  for  lobbying. 


1973 

$  162,364 

1972 

164,397 

1971 

166,166 

1970 

153,402 

1969 

189,960 

January  1,  1972  through  September  30,  1974 

41.  Enplaned  passengers  11,863,305 

42.  Flights  scheduled  605,477 

43.  Flights  performed  597,559 

44.  Ten  persons  (four  in  Customer  Relations;  one  in  Cargo  .Administration;  five  in 
Baggage  Service)  were  employed  during  the  period  January  1,  1972  through  September  30, 
1974  for  investigating  and  handling  consumer  problems. 
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45.  During  the  period  January  1,  1972  through  September  30,  1974,  8,516  letters 
were  received  by  our  Customer  Relations  Department. 

46.  There  were  6,794  complaints  received  out  of  8,516  letters. 

47.  We  do  not  segregate  this  type  of  expense. 

48.  Monetary  settlement  during  the  period  January  1,  1972  through  September  30,  1974 
for  claims  amounted  to  $143,208. 

49.  Not  available 

50.  Not  available 

51.  We  will  waive  the  tariff  in  order  to  settle  complaints  from  mishandled  passengers 
only  when  the  entire  trip  was  in  vain  and  the  passenger  was  totally  unable  to  accomplish 
his  purpose  due  to  the  carrier's  schedule  Irregularity. 

52.  When  a  complaint  is  received,  copies  of  each  file  are  sent  to  the  local  station 
manager  so  that  the  incident  can  be  reviewed  with  the  personnel  involved,  and  to  the 
department  head  who  requires  a  report  from  the  local  manager  on  what  corrective 
measures  were  taken. 

53.  A.   The  most  frequent  subjects  of  passenger  complaints  are: 

1.  Personnel  attitude 

2.  Schedule  irregularity  and  lack  of  assistance  in  those  Instances 

3.  Reservations  booking  and  oversales 

B.   Not  available 

54.  Figures  not  available 

55.  During  the  period  January  1,  1972  through  September  30,  1974  there  were  1,733 
pieces  of  lost  luggage.   This  figure  includes  the  loss  of  small  items  confiscated  by 
security  prior  to  passengers  boarding  our  flights. 

56.  The  number  of  delayed  pieces  of  luggage  is  not  available.   There  were  972  claims 
paid . 

57.  The  number  of  damaged  pieces  of  luggage  is  not  available.   There  were  13,813 
passenger  claims,  which  represents  all  types  of  damages. 

58.  The  number  of  pieces  of  pilfered  luggage  is  not  available.   There  were  604  passenger 
claims . 

59.-65.  We  do  not  have  a  breakdown  between  the  various  categories  listed  for  these 
questions.   Our  total  expense  for  the  seven  categories  for  the  period  1/1/72-10/1/74 
was  $1,246,513. 

66.  Figures  not  available 

67.  Figures  not  available 
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68.  Figures  not  available 

69.  Figures  not  available 

70.  We  have  not  set  policy  regarding  proof  of  ovmershlp  of  passengers'  luggage  and 
its  contents  except  to  require  claim  check  and  passenger  ticket  to  substantiate  claim. 
Each  claim  is  judged  individually  and  no  notice  is  given  prior  to  check-in. 

71.  See  PR-6  Rule  340  Acceptance  of  Baggage  (Exhibit  B  attached).  [Omitted;  It  is 
on  file  with  the  CAB.] 

72.  Positive  claim  has  been  installed  in  four  cities  on  our  system  where  high  theft 
of  baggage  had  occurred  in  the  past. 

73.  In  processing  claims  regarding  pilferage  from  a  passenger's  checked  bag,  the 
passenger  is  required  to  fill  out  a  Statement  of  Pilfered  Baggage  form  which  we  supply. 
He  must  also  give  a  description  of  the  missing  item,  furnish  a  sales  receipt  if  available 
and  be  able  to  provide  us  with  a  copy  of  his  passenger  ticket  and  baggage  claim  check. 

74.  The  average  length  of  time  required  to  settle  a  claim  for  lost  baggage  is  45  days 
or  less  and  14  days  or  less  for  pilfered  baggage. 

75.  There  are  no  set  procedures  regarding  the  investigation  of  the  validity  of  a  baggage 
claim.   Each  claim  is  evaluated  separately.   The  amount  of  investigation  is  based  on 

how  believable  the  claim  is.   This  is  determined  by  using  good  judgment  and  past  experi- 
ence of  claims  analyst. 

76.  Twice  a  day  the  computer  generates  flight  availability  status  messages  to  our 
reservation  offices.   These  messages  reflect  all  flights,  dates  and  appropriate  cities 
on  our  system  that  are  booked  to  capacity.  We  maintain  these  messages  at  specialized 
positions,   and  when  the  computer  is  down,  our  reservationists  revert  to  manual  proce- 
dures whereby  they  request  on-line  confirmation  from  the  personnel  maintaining  the 
availability  status  messages.   Confirmation  of  interline  flights  is  obtained  via 
telephone  calls  to  the  appropriate  airlines.   The  passenger  name  records  are  recorded 
manually  on  a  reservation  card  and  input  immediately  upon  resumption  of  computer 
service. 

77.  All  ticket  sales  are  audited  in  our  Passenger  Revenue  Accounting  Department.   If 
an  overcharge  was  made  to  a  passenger  who  paid  by  credit  card,  an  adjustment  to  his 
billing  is  put  through  immediately.   Otherwise,  it  is  extremely  costly  in  personnel 
time,  and  often  impossible,  to  locate  the  buyer  of  the  ticket  and  make  a  refund, 
because  our  records  do  not  contain  the  buyer's  address.   Consideration  has  been  given 
Co  storing  address  information  in  our  computer,  but  the  expense  is  far  greater  than 
any  benefits. 

Any  request  for  refund  from  a  passenger  who  can  supply  his  passenger  coupon  or  informa- 
tion as  to  when  he  traveled  is  investigated  jiromptly  and  a  refund  issued.   (Please 
see  our  response  to  Question  99  for  additional  comments  on  this  subject.) 

78.  Many  passenger  refunds  are  handled  directly  in  the  field  where  little  or  no  waiting 
time  is  involved.   Unused  tickets  or  coupons  containing  overcharges  are  refunded  in 

the  field.   Transportation  credits  made  by  the  General  Office  for  used  coupons  are 
processed  within  ten  working  days  of  receipt,  often  within  one  week. 
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79.  We  do  not  have  any  statistics  available  indicating  the  percentage  of  passengers 
making  car  rental  arrangements  through  our  reservation  offices,  or  the  associated 
costs.   In  reference  to  the  hotels,  we  do  not  handle  arrangements  for  hotel  accommoda- 
tions for  our  passengers. 

80.  When  a  schedule  change  is  loaded  into  our  computer,  all  passenger  name  records  of 
customers  affected  by  a  change  are  handled  as  follows: 

a.  On-line  originating  passengers  -  The  passenger  name  records  of  local 
originating  passengers  are  automatically  directed  to  a  special  area  of 
our  computer  system  designated  for  schedule  change  processing.   Our  reser- 
vationists  then  manually  process  these  records  by  contacting  the  customers, 
advising  them  of  the  appropriate  changes,  and  making  any  alternate  arrange- 
nents  as  requested  by  the  customer. 

b.  Interline  originating  passengers  -  A  schedule  change  advisory  message 
Is  automatically  generated  to  the  interline  carrier  in  control  of  the 
customer.   It  is  then  the  responsibility  of  that  airline  to  contact  the 
customer  and  make  any  changes  requested. 

Automatic  protection  is  offered  on  all  flights  which  are  cancelled  as  the 
result  of  a  schedule  change.   In  the  event  there  is  no  protection  which 
would  allow  the  customer  to  make  his/her  previously  booked  connection,  the 
computer  will  direct  the  passenger  name  record  to  the  area  requiring 
manual  processing. 

If  the  affected  customer  is  an  on-line  originating  passenger,  our  reserva- 
tlonists  will  contact  him/her  and  make  appropriate  alternate  arrangements. 
If  the  customer  is  controlled  by  an  interline  carrier,  a  manual  message 
is  transmitted  advising  that  there  is  no  protection  to  make  the  connection. 
The  interline  carrier  then  is  responsible  for  making  alternate  arrangements. 

81.  A  lost  ticket  will  be  refunded  if  no  usage  occurs  on  the  ticket  in  90  days  from 
the  time  of  sale  or  intended  use.  We  wo.uld  refund  the  original  ticket  if  no  usage 
had  occurred  during  the  required  waiting  period.   There  is  a  $5  charge  for  lost  ticket 
refunds. 

82.  None 

83.  From  January  1,  1972  -  October  1,  1974,  6,906  passengers  were  denied  boarding  on 
flights  for  which  they  had  confirmed  reservations  or  valid  tickets. 

8A.   From  January  1,  1972  -  October  1,  1974,  3,837  of  the  passengers  denied  boarding 
were  eligible  for  denied  boarding  compensation. 

85.  Not  any  of  these  passengers  were  denied  boarding  because  of  equipment  substitution. 

86.  Not  any  of  these  passengers  were  denied  boarding  because  of  government  requisition 
of  space. 

87.  From  January  1,  1972  -  October  1,  1974,  2,529  passenger  reservations  were  cancelled 
due  to  their  failure  to  meet  check-in  or  ticketing  requirements;  consequently,  they 
were  denied  boarding. 

88.  We  were  able  to  rebook  3,069  passengers  on  a  flight  scheduled  to  arrive  within 
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two  hours  of  their  original  flight. 

89.  The  denied  boarding  claims  for  1/1/72  -  10/1/7A  amounted  to  $151,298. 

90.  Not  applicable 

91.  Not  applicable 

92.  North  Central  does  not  offer  conditional  reservations. 

93.  The  boarding  priority  of  a  no-record  passenger  holding  a  ticket  with  an  "OK"  status 
is  not  affected.   The  passenger's  ticket  coupon  is  lifted  at  the  time  he  checks  in  and 
he  is  boarded  along  with  the  rest  of  the  passengers.   In  the  event  the  flight  does 
result  in  an  oversold  condition,  the  boarding  priorities,  which  are  enclosed  as  requested 
in  Item  94,  are  utilized.   The  affected  passenger(s)  is/are  offered  denied  boarding 
compensation. 

94.  All  customers  holding  tickets  with  an  "OK"  status  are  checked  in  at  the  time  they 
present  themselves  at  our  ticket  lift  point.   If  the  flight  is  oversold,  the  bumping 
priorities  reflected  in  the  enclosed  material  are  effected.   (See  Exhibits  C  &  D) 

95.  From  1/1/72  -  10/1/74,  554  complaints  were  received  on  schedule  irregularity. 

96.  The  cost  of  providing  amenities  to  delayed  passengers  for  1/1/72  -  10/1/74  was 
$516,146. 

97.  After  a  flight  departs  a  station,  the  flight  crew  radios  the  "off"  time  to  our 
local  operations  office.   Our  operations  personnel  then  input  the  information  into  our 
computer  system,  which  automatically  updates  the  progress  information  for  that  specific 
flight.   This  information  is  immediately  accessible  to  our  reservationists  and  other 
personnel  responsible  for  giving  flight  information  to  the  public. 

98.  The  procedure  for  notifying  delayed  passengers  of  the  availability  of  amenities 
is  explained  in  the  enclosed  material  (Traffic  Manual,  Chapter  3,  Section  VIII,  pages 
3.8.01  through  3.8.07).  (See  Exhibit  D.) 

99.  Perhaps  the  best  way  we  have  of  insuring  that  passengers  are  not  overcharged  is 
the  use  of  computer  priced  tickets,  which  do  not  contain  fare  errors.   We  presently 
have  computer  ticketing  capability  in  all  of  our  major  cities,  as  well  as  a  large  number 
of  our  smaller  ones.   The  computer  can  price  over  90%  of  all  routings  we  encounter. 
Even  tickets  written  by  hand  may  be  priced  by  the  computer  rather  than  the  agent. 

As  more  widespread  use  is  made  of  computerized  ticketing,  we  expect  the  number  of  fare 
errors  (both  over  and  under  charges)  to  drop  substantially.   We  expect  eventually  to 
be  able  to  write  85-90%  of  our  own  agent-written  tickets  by  computer  (the  remainder 
being  very  small  cities,  unusual  unprogrammable  routings,  and  travel  agency  tickets). 

Recently,  we  made  a  survey  of  our  largest  stations  to  determine  the  extent  of  overcharges 
and  undercharges.   The  results  of  this  study  indicated  that  there  were  more  undercharges 
than  overcharges.   The  result  of  the  sample  was  that  for  all  tickets  which  were 
incorrectly  priced,  the  net  average  error  was  a  $2  undercharge. 
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VII 


SUUECT    PASSENGER  HANDLING 


Traffic  Manual 


EXHIBIT  C 
PAGE    14 
ISSUED  4/1/69 
EFPECrivE  4/1/69 

SUPERSEDES  9/1/68 


5)   A  written  explanation  of  Denied  Boarding  Notice  (TS-6e)  must  be  fur- 
nished to  every  passenger  who  is  oversold.  Upon  receipt  of  his  sig- 
nature on  the  form  proceed  with  the  actual  amount  of  compensation. 
This  form  is  placed  inside  the  Refund  Draft  (TRV-520). 

4)  The  reverse  side  of  the  draft  is  stamped  with  the  release  stamp, 
which  when  signed  and  endorsed,  releases  North  Central  Airlines  of 
any  liability  provided  it  is  completed  within  thirty  (50)  days.  In 
the  event  this  cannot  be  prepared  as  the  incident  occurs,  tender 
shall  be  made  by  mail  or  other  means  within  24  hours  of  the  occurence. 

5)  Procedures  for  Issuing  Compensation 

a)  Complete  a  Denied  Boarding  Notice  (TS-68) 

b)  Complete  a  Refund  Draft  (TRV-320)  for  the  exact  amount  of  com- 
pensation and  stamp  the  reverse  side  with  Receipt  of  Release 
stamp. 

c)  Enclose  original  copy  of  TS-68  in  the  refund  draft  envelope 

d)  Present  a  copy  of  the  Denied  Boarding  Notice  (TS-6e)  and  Re- 
fund draft  (TRV-320)  to  the  passenger. 

6)  Refund  of  a  Ticket 

a)  If  a  passenger  prefers  to  cancel  plans  and  desires  a  rebate, 
refund  his  ticket  on  an  involuntary  basis  according  to  estab- 
lished procedures. 

b)  Use  a  separate  Refund  Draft. for  the  ticket  refund  and  do  not 
stamp  the  reverse  side. 

7)  If  a  passenger  refuses  compensation,  and  does  not  accept  a  Refund 
Draft  covering  the  proper  amount  of  denied  compensation,  authori- 
zation to  provide  limousine,  hotel  and  meal  expenses  should  apply. 
If  the  passenger  does  not  accept  compensation,  or  if  he  refuses  to 
accept  motel  accommodations  etc.  ,  he  still  must  be  given  the  ori- 
ginal copy  of  the  TS-68  and  afix  his  signature. 

NOTE:  The  ptissenger  is  entitled  to  one  or  the  other,  but  not  to 
both. 

8)  Oversale  Report 

•me  newly  revised  Oversale  Report   (TS-IO9)  must  be  prepared  for 
KACH  nveraale. 


V-  9)       Passengers  will  be  accommodated  in  accordance  with  the  priority 

ff /Qiy  I  list  established  below: 

a)     National  Security  and  Defense 


Troffie  and  SqIm  Deportment  MOUTH  CeNTRAl  AIRUNES  Minneapolis,  Minnewfo 
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ISSUED      9/1/68 
EFFECTIVE      9/1/68 
SUPERSEDES      2/15/66 
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Goveminent  officials  on  official  business 

Boarding  passengers  unduly  inconvenienced  due  to  lack  of  fre- 
quency or  alternate  transportation. 
Personal  energency 

Passengers  holding  downline  connections 
Aged  or  Inflm 

Inter/Intraline  passenger  connecting  at  the  point  of  irregularity 
Split  parties 
Military  faxes 
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Discover  America  Fares 


10)  If  a  charter  service  is  available  and  will  effect  the  passengers  arri- 
val at  his  destination  within  the  designated  time  limit  of  two  hours, 
arrangements  of  this  type  should  be  made  providing  the  charges  do  not 
exceed  the  amount  of  transportation  paid  for,  or  to  make  connections 
with  the  last  flight  of  the  day.  It  is  suggested  that  compensation 
be  paid  and  ticket  values  refunded,  and  that  arrangements  be  made  and 
conducted  by  the  passenger. ' 

J.  Lata  Passengers 

1)  All  agents  should  strongly  urge  ticketed  passengers  to  report  to  the 
ticket  counter,  or  gate  area,  no  less  than  twenty  minutes  prior  to 
fli^t  departure  to  help  insure  on-time  operation  of  all  flints  and 
avoid  unnecessary  delays  incurred  by  last-minute  check-ins.  These 
reservations  are  subject  to  cancellation  10  minutes  prior  to  flight 
departure. 

2)  Passengers  with  a  thirty  minute  ticket  time  limit  who  do  not  claim 
their  reservations  by  the  indicated  time  may  also  have  their  reser- 
vations cancelled  and  resold. 

5)   Agents  may  request  an  authorization  from  Plight  Control  to  delay  a 
fli^t  up  to  ten  minutes  if  circumstances  allow,  for  passengers 
whose  late  arrivals  are  due  to  the  following: 

a)   When  cab  or  limousine  is  unavoidably  delayed  enroute  to  the  field, 
b;   In  case  of  emergencies;  i.e.,  passenger  on  death  call. 
c)   Connecting  passengers  from  other  carriers. 

EXAMPLE!  A  delay  would  not  be  requested  for  a  late  arriving  passenger  if 
it  would  cause  other  passengers  to  miss  their  connections. 

A  delay  would  be  requested  for  connecting  passengers  when  such 
a  delay  would  not  adversely  affect  the  performance  of  the  fli^t. 

Based  on  the  Judgement  of  the  agent,  passengers  may  be  acco- 
mmodated as  near  as  possible  to  fli^t  departure  time. 
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SECTION  VIII  -  INCONVENIENCED  PASSENGER 

A.  General 

Passengers  who  are  inconvenienced,  due  to  irregular  flight  operations  or 
due  to  oversales,  will  be  provided  with  certain  services  as  outlined  in 
this  Section.   When  handling  subject  passengers,  it  is  important  to 
recognize  that  the  needs  of  all  passengers  affected  will  not  be  the  same. 
For  this  reason,  alternative  services  are  outlined  in  Paragraph  B.   Do  not 
treat  the  affected  passengers  as  a  group  but  rather  as  individuals.   Offer 
each  passenger  the  alternatives  available  and  assist  him/her,  as  necessary 
in  deciding  which  alternative  best  suits  his/her  needs.   After  determining 
what  services  (in  keeping  with  company  policy)  best  suit  the  passenger's 
need,  issue  the  necessary  authorizations  in  a  courteous  and  efficient 
manner. 

B.  Alternate  Service  Guide 

The  Alternate  Service  Guide  is  a  two  part  guide: 

Part  I  is  used  to  determine  what  service (s)  may  be  offered. 

Part  II  is  used  to  determine  procedure  applicable  to  the  issuance 

or  authorization  of  the  service (s)  selected. 

To  use  the  guide:   (1)  find  the  situation  (1  thru  4  -  Part  I)  which  best 
describes  the  irregularity.   (2)  select  from  one  of  the  columns  (a,  b, 
or  c,  etc.)  which  best  serves  the  needs  of  the  passenger.   (3)  refer  to 
the  applicable  services  (1  thru  10  -  Part  II)  for  issuance  and  authoriza- 
tion procedures. 

For  detailed  explanation  of  Alternate  Services,  refer  to  Paragraph  C,  this 
Section. 

Note:   For  ease  of  reference,  service  code  numbers  1  thru  10  -  Part  II  are 
shown  in  columns  a,  b,  c,  etc.,  -  Part  I  and  also  correspond  to 
sub-paragraph  numbers  1  thru  10,  Paragraph  C,  this  Section. 
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Alternative  Service 

Guide  -  Part  I 

,.   Passenger  Delayed 

-  Available  Alternatives  - 

a. 

b. 

- 

d. 

- 

f. 

a.  At  NC  board  point 

2+3+8 

5+3 

1+4 

6+3+8 

b.   En  route  on  NC 

2+3+8 

5+3 

1+4 

6+3+6 

!.   Flight /Destination  Canceled 

a.  At  NC  board  point 

(1)  Outbound  NC  flight 

2+3+8 

5+3 

1+4 

6+3+8 

(2)  NC  downline  connecting  flight 

(Stamp  applicable  coupon  with  irregularity  ( 

tamp) 

b.   En  route  on  NC 

2+3+8 

5+3 

1+4 

6+3+8 

2+3+7+8 

9+3 

J.  Mlsconnectlon 

a.   NC  delivering  carrier 

(1)  At  NC  board  point 

2+3+8 

5+3 

1+4 

(2)  At  connecting  point 

2+3+8 

5+3 

1+4 

6+3+8 

2+3+7+6 

9+3 

b.   DA  delivering  carrier 

2 

5 

I 

4.   Oversold  Passenger  ** 

a.  Alternate  Air  (Scheduled) 

(1)  Arrival  within  2  hours 

2+3 

5+3 

(2)  Arrival  2  to  24  hours  beyond 

(a)  Compensation  Accepted 

2+10 

5+10 

I+IO 

(b)  Compensation  Refused 

2+3+8 

5+3 

1+4 

6+3+8 

2+3+7+8 

b.  Alternate  other  than  scheduled  Air 

(1)  Arrival  within  2  hours 

(a)  Transportation  Accepted 

fr+3 

(b)  Transportation  Refused 

1)  Compensation  Accepted 

1+10 

2)  Compensation  Refused 

1+4 

(2)  Arrival  beyond  2  hours 

(a)  Compensation  Accepted 

1+10 

6+10 

(b)  Compensation  Refused 

1+4 

6+3+8 

>  5.   Overide  Destination 

a.  En  route  on  NC 

2+3+8 

5+3 

2+3+7+8 

3+9 

^     6.  Passenger  Boards  Wrong  Flight 

a.   At  NC  board  point 

2+3+B 

5+3 

1+4 

b.  En  route  on  NC 

2+3+8 

5+3 

1+4 

6+3+8 

2+3+7+8 

9+3 

*  Denied  Boarding  Notice  must  be  issued  to  all  overso 

Id  passengers. 
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Alternative  Service  Guide  -  Part  II 

SERVICE 

CODE 
NUMBER 

TYPE  OF  SERVICE 

EXPENSE/REFUND  LIMITATION 

ACTION 

1 

Involuntary 
refund 

1)  No  portion  of  tkt  used: 
refund  full  value. 

2)  Portion  has  been  used: 
refund  applicable  one-way 
less  original  discount 
applied. 

Issue  Refund  Draft, 
Transportation  Credit, 
or  Refund  Application, 
as  appropriate. 

2 

Online  rerouting 

Transportation  via  NCA  most 
direct  routing. 

Revalidate,  reissue  or 
complete  Flight  Inter- 
ruption Manifest. 

3 

Courtesy  message 
Telephone  call 

One  3-minute  station-to- 
station  call. 

Send  ESCORT  message  to 
NC  destination.   Use 
NC  toll  free  telephone 
where  possible. 
Charge  to  NC  local 
phone  number  when 
necessary. 

4 

Local 
Transportation 

Attempt  to  limit  to  one-way 
transportation  between 
airport  and  city. 

Issue  Passenger  Service 
Voucher  (TS-52) . 

5 

Offline  rerouting 

PR-6,  Rule  380,  Paragraph 
C  and  D. 

Revalidate,  reissue  or 
complete  Flight  Inter- 
ruption Manifest. 

6 

Surface 
Transportation 

Applicable  one-way  air  fare 
between  points  where  the 
surface  transportation  is 
provided. 

Pull  unused  coupon, 
when  applicable. 
Complete  Flight  Inter- 
ruption Manifest. 
Issue  Post  Card  Refund 
Application  (TS-114) . 
Complete  TRV-79. 

7 

Overnight 
accommodations 

As  described  in  Paragraph 
C,  this  section. 

Issue  Passenger  Service 
Voucher  (TS-52). 

8 

Meal  expenses 

As  described  in  Paragraph 
C,  this  section. 

Issue  Passenger  Service 
Voucher  (TS-52) . 

9 

Return 
Transportation 

Transportation  to  last  NC 
stopover  point,  or  point 
of  NCA  origin  (whichever 
is  applicable)  on  First 
Available  NC  Flight. 
NOTE:   VIA  NC  ONLY. 

Issue  Flight  Interrup- 
tion Manifest  (TS-62) . 
(Include  brief  note  of 
explanation. ) 

10 

Oversale 
Compensation 

Value  of  first  remaining 
Flight  Coupon. 

Minimum  —  $  25.00 
Maximum  —  $200.00 

Issue  Oversale  Compen- 
sation (Refund  Draft) . 
Complete  Oversale 
Report. 
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Explanation   -   Alternative   Services 

1.  Involuntary   Refund 

Issue  refund  in  accordance  with  Chapter  7,  Section  III,  Paragraph  2, 
and  Chapter  7,  Section  IV  -  Refund  Guide. 

2.  On-line  Rerouting 

a.  The  rerouting  should  be  via  the  most  direct  routing  possible, 
i.e.,  via  a  point  on  the  routing  specified  in  conjunction  with 
the  fare  published  between  the  point  where  rerouting  occurs 
and  the  destination. 

b.  If  the  passenger  is  a  local  boarding  passenger,  the  ticket  must 
be  reissued/revalidated  in  accordance  with  procedure  outlined 
in  Chapter  4,  Section  9. 

c.  If  the  passenger  is  a  through  passenger  on  the  flight  at  your 
station,  complete  a  Flight  Interruption  Manifest  in  accordance 
with  Chapter  4,  Section  30. 

3.  Courtesy  Message/Telephone  Call 

a.  Whenever  a  passengers  arrival  at  destination  will  be  delayed 
beyond  4  hours  of  originally  scheduled  arrival  time,  a  message 
or  telephone  call  to  destination  is  authorized. 

b.  When  an  ESCORT  message  or  a  toll  free  phone  call  can  be  made, 
these  should  be  used  prior  to  any  long  distance  telephone  calls. 

c.  When  an  ESCORT  message  will  not  suffice  and  toll  free  phone  call 
cannot  be  made,  a  3  minute  long  distance  phone  call  is  authorized. 
When  possible,  the  call  should  be  placed  from  a  North  Central 
phone,  but  when  it  is  impracticable  to  do  so  the  call  may  be 
placed  on  another  phone  and  charged  to  the  local  North  Central 
telephone  number. 

d.  Long  distance  telephone  calls  are  authorized  only  to  points 
within  the  Continental  United  States  or  points  within  the 
"Buffer  Zone . " 

4.  Local  Transportation 

Transportation  from  the  airport  to  a  point  within  the  same  metro- 
politan area  where  surface  transportation  is  to  be  resumed  may  be 
provided  to  passengers  who  are  not  advised  of  a  cancelation,  or 
omission  of  a  stop,  prior  to  arriving  at  the  airport,  or  en  route 
passengers  deplaned.   A  Passenger  Service  Voucher  must  be  completed 
as  outlined  in  Paragraph  "D"  this  section. 
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5.  Off-line  Rerouting 

Off-line  rerouting  is  governed  by  PR-6,  Rule  380,  and  is  to  be  used 
only  if  on-line  rerouting  on  North  Central  is  impracticable,  or 
unsatisfactory  to  the  passenger.   Ticket  must  be  revalidated  or 
reissued  as  outlined  in  Chapter  4,  Section  9,  Paragraph  C. 

6.  Surface  Transportation 

a.  Surface  transportation  (for  the  purpose  of  this  section)  is 
defined  as  transportation  arranged  and  paid  for  by  North  Central 
Airlines.   Surface  transportation  may  include: 

(1)  Scheduled  surface  transportation 

(2)  Chartered  bus 

(3)  Chartered  limousine 

(4)  Chartered  cab 

b.  Expenses  incurred  in  surface  transportation  should  not  exceed  the 
applicable  one-way  air  fare  between  the  points  where  provided. 

c.  The  passenger's  flight  coupon  (covering  transportation  between  the 
points  where  surface  transportation  is  provided)  must  be  lifted, 
enclosed  in  a  "TRV-79"  and  forwarded  to  Revenue  Accounting, 
Refunds  Section.   Where  no  coupon  is  available,  a  Flight  Inter- 
ruption Manifest  must  be  completed  as  outlined  in  Chapter  4, 
Section  30. 

d.  A  Post  Card  Refund  Application  must  be  given  to  each  passenger 
in  connection  with  surface  transportation. 

e.  No  refunds  will  be  issued  in  the  field  in  connection  with  surface 
transportation. 

f.  Air  Taxi/Rent-a-Car  Exclusion 

Whenever  an  Air  Taxi  or  Rent-a-Car  is  used.  North  Central  will 
render  all  possible  assistance  in  arranging  the  transportation; 
however.  North  Central  will  not  contract  the  services.   The 
contract  must  be  between  the  customer  and  the  Air  Taxi  Operator 
or  Car  Rental  Firm. 

7.   Overnight  Motel/Hotel  Accommodations 

a.   So  that  expenses  are  held  to  a  minimum,  suggested  limitations  are 
listed  below. 

(1)  Class  "A"  cities  -  S15.00 

(2)  Class  "B"  and  "C"  cities  -  S12.00 
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b.  A  Passenger  Service  Voucher  must  be  completed  as  outlined  in 
Paragraph  "D"  this  section. 

c.  Round  Trip  local  transportation  is  authorized  to/from  the  hotel/ 
motel  when  a  courtesy  car  is  not  provided. 

8.   Meal  Expenses 

a.   So  that  expenses  are  held  to  a  minimum,  suggested  limitations 
are  listed  below. 

(1)   Class  "A"  cities 


(a)   Breakfast 

- 

$1.75 

(b)   Lunch  -  - 

- 

$2.50 

(c)   Dinner-  - 

- 

$5.00 

(2)   Class  "B"  and 

C 

'  cities 

(a)   Breakfast 

- 

$1.25 

(b)   Lunch  -  - 

- 

$2.00 

(c)   Dinner-  - 

- 

$4.00 

Meal  hours 

(2) 
(3) 


Meal  service  is  authorized  to  a  passenger  delayed  beyond  one 
hour,  when  the  delay  occurs  at  a  time  which  most  people  would 
consider  during  normal  meal  hours.   Suggested  normal  meal 
hours  are  as  follows: 

(a)  Breakfast  -  -   6:00  A.M.  to  8: 

(b)  Lunch  -  -  -  -  11:00  A.M.  to  1: 

(c)  Dinner-  -  -  -   5:30  P.M.  to  8: 
The  passenger  should  not  be  provided  a  meal  when  a  meal  will 
be  served  on  the  flight  he  is  to  ride. 

A  Passenger  Service  Voucher  must  be  completed  as  outlined  in 
Paragraph  "D"  this  section. 


30 

A 

M. 

00 

P 

M. 

30 

P 

M. 

9.   Return  Transportation 

a.   When  a  passenger  is  misconnected  (NC  delivering)  or  delayed  to  the 
extent  that  the  passenger  must  cancel  the  remaining  portion  of  his 
trip,  he  may  be  provided  return  transportation  (only  via  NC)  to 
the  point  of  NC  origin,  or  last  stopover  point,  at  no  additional 
cost  to  the  passenger. 

10.   Oversale  Compensation 

a.   When  a  passenger  holding  a  confirmed  ticket  is  denied  boarding 
because  of  an  oversold  condition,  he  is  entitled  to  compensation 
at  the  rate  of  100%  of  the  value  less  tax  of  the  first  remaining 
flight  coupon.   The  amount  of  compensation  is  subject  to  a 
minimum  of  $25.00  and  a  maximum  of  $200.00. 
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b.  In  order  to  qualify  for  compensation,  the  passenger  must  have 
complied  with  requirements  as  to  ticketing,  check-in,  and  be 
acceptable  for  transportation  under  North  Central  Tariff  Rules. 
However,  the  passenger  is  not  eligible  for  compensation  if  the 
flight  is  unable  to  accommodate  him  due  to: 

(1)  Government  requisition  of  space,  or 

(2)  Substitution  of  equipment  of  lesser  capacity,  or 

(3)  North  Central  arranges  for  comparable  air  transportation 
(via  the  scheduled  air  carriers  to  the  same  airport)  which, 
at  the  time  the  arrangements  are  made,  is  planned  to  arrive 
not  later  than  2  hours  after  the  flight  on  which  the 
passenger  was  oversold  (4  hours  in  the  case  of  foreign 
transportation) . 

c.  If  transportation  is  arranged  (other  than  comparable  air  trans- 
portation as  defined  above)  and  is  planned  to  arrive  within  2 
hours  of  the  original  flight,  the  passenger  reserves  the  right  of 
refusal.   The  passenger  may  refuse  (not  use)  the  transportation 
and  will  be  eligible  for  compensation.   If  the  passenger  accepts 

(uses)  the  transportation,  he  is  not  eligible  for  compensation. 

d.  A  written  explanation  (Denied  Boarding  Notice)  must  be  furnished 
to  every  passenger  who  is  oversold. 

e.  Oversale  compensation  will  be  accomplished  by  a  Refund  Draft  at 
the  station  where  the  oversale  occurs.   If  in  the  event  compensa- 
tion cannot  be  made  when  the  incident  occurs,  tender  must  be  made 
by  mail  or  other  means  within  24  hours  of  the  occurrence. 

f.  If  sufficient  funds  exist,  have  the  passenger  endorse  the  Draft, 
and  exchange  for  cash. 

g.  If  the  passenger  desires  a  refund  on  the  ticket,  an  involuntary 
refund  may  be  issued;  however,  if  by  Draft,  it  must  be  a  separate 
Draft  from  any  compensation. 

h.   Procedure  for  Compensating 

(1)   Completion  of  Denied  Boarding  Notice 

Record  the  following  information  on  the  form.   Item  identi- 
fiers (a,  b,  etc.)  correspond  with  the  identified  areas  on 
the  example  form  on  the  following  page. 
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Tariffs    filed  by  thl 
It  Ion   to 


DENIED  BOARDING  NOTICE 


rler  with  the  Civil  Aeronautics  Board  provide  denied  boarding  co 
.holding  confirmed  reserved  space  where  the  flight  for  which  the 
Is  iinabi  G.>    ^.commodate  him  and  departs  without  hi 


1 "Comparable  air  transportation"  means 
transportation  provided  by  air  carriers 
or  foreign  air  carriers  holding  certi- 
ficates of  public  convenience  and  neces- 
sity or  foreign  permits  issued  by  the 
Board . 

2"Alrport"  means  the  airport  at  which  the 
direct  or  connecting  flight,  on  which  the 
passenger  holds  confirmed  reserved  space, 
is  planned  to  arrive  or  some  other  airport 
serving  the  same  metropolitan  area  that  Is 
served  by  the  former:   PROVIDED,  That 
transportation  to  the  other  airport  is 
accepted  (I.e.,  used)  by  the  passenger 


Signature  (Company  Rep. ) 


Flight 
No. 


S'7^ 


0 


/¥Tiy0    I9?Z 


Original  -  Insert  in  Refund  Draft 
2nd  Copy  -  To  Passenger 
3rd  Copy  -  Local  File 


CuBtomer's^lgnature 
(  d   1  Street 


vzoo    U/ALAfur  2>^ 


ZHICAG-C       XLL/AfOIS iC^lM 

City  &  State 


fa)  The  Flight  Number  and  Date 

yh\  The  Number  of  Refund  Draft  Completed 

(c)  Signature  of  North  Central  Agent 

(d)  Address  of  Passenger 

fe)  Signature  of  the  Passenger 


Note:   Notify  CRC  (via  telephone  or  message)  as  soon  as 
practical  after  a  denied  boarding  occurs. 
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1.  flave  you  seriously  considerct]  lowering  fares  on  any  major  routes 
within  the  past  five  years?   If  so,  did  you  file  tariffs  embodying 
lower  fares?  (docket  numbers?)   If  not,  why  not?  Do  current  Board 
procedures  inhibit  or  encourage  the  carriers  to  experiment  with 
lower  rates?  How? 

REPLY:   Ozark  has  filed  tariffs  lowering  fares  in  certain  of  its 

markets.   Many  reductions  occur  as  a  result  of  implementing 
joint  fares,  adjusting  applicable  rules,  meeting  competition 
(both  direct  and  indirect),  routing  adjustments  which  permit 
circuitous  travel  at  a  through  fare  rather  than  at  a  combination 
of  local  fares,  the  offering  of  nondiscriminatory  promotional/ 
discount  fares,  commonrating  and/or  weighting  fares,  reducing 
higher  intermediate  fares  on  applicable  routings,  etc. 

Ozark  believes  the  current  Board  procedures  do  not  inhibit 
carriers  from  experimenting  with  lower  rates.  Any  tariff  filing 
must  be  fully  justified  and  meet  the  profit-impact  test,  no 
matter  whether  the  filing  encompasses  increases  or  decreases. 

2.  Do  you  support  the  type  of  "zone  of  reasonableness"  fare  proportion 
of  business  and  pleasure  passengers  you  carry  on  a)   transcontinental 
flights;  b)  major  short  haul  routes;   c)  minor  short  haul  routes; 
d)   international  routes. 

REPLY:  Ozark's  position  regarding  "zone  of  reasonableness"  fares  is 
as  stated  in  our  Brief  to  Examiner  Robert  M.  Johnson,  Docket 
21866-9. 

Quoting  from  this  Brief: 

"There  arc  a  number  of  factors  that  go  into  determining 
the  appropriate  fare  for  any  given  market,  and  there  are 
certainly  instances  where  costs  in  one  market  would  vary 
significantly  above  or  below  the  average  costs  for  markets 
of  the  same  distance.   TJiese  factors  could  range  all  the 
way  from  unusually  high  landing  fees  or  airport  charges  to 
delays  caused  by  congestion.   Thus,  the  Board  should  adopt 
a  formula  based  on  the  best  evidence  as  to  average  costs, 
but  which  should  permit  the  carriers  to  vary  from  the 
formula  within  a  reasonable  range  if  there  is  a  showing  of 
disproportionate  costs  of  serving  a  particular  market. 
However,  instead  of  allowing  fares  within  a  certain  per- 
centage of  the  basic  fare  to  be  regarded  as  prima  facie 
just  and  reasonable,  there  should  be  some  tariff  justification 
required  to  demonstrate  the  unusual  conditions  in  the 
market.   This  would  prevent  unfair  competitive  factors 
between  carriers  having  different  quantities  of  service  and 
market  share  who  might  price  fares  below-average  level  for 
competitive  reasons  without  proper  cost  considerations. 

Therefore,  while  Ozark  believes  that  there  is  a  need  for 
flexibility,  we  believe  that  there  should  be  some  showing 
required  l)y  the  carriers  to  justify  the  use  of  the  flexibility 
in  a  particular  market." 
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List  representative  figures  to  indicate  the  approximate  proportion 
of  business  and  pleasure  passengers  you  carry  on  a)  transcontinental 
flights;  b)  major  short  haul  routes;   c)  minor  short  haul  routes; 
d)   international  routes. 

REPLY:   a)   Not  applicable 

b)   During  September  and  October,  Ozark  conducted  a  survey 
of  passengers  in  medium  haul  markets,  A  total  of  10,064 
valid  questionnaires  were  returned  with  the  purpose  of 
trip  indicated  as  follows: 


1) 

Business 

70% 

2) 

Pleasure 

22% 

3) 

Hmergency 

4% 

4) 

Other 

4% 

TOTAL  100^ 


c)  No  information  available 

d)  Not  applicable 


How  do  you  determine  the  proper  fare  for  a  particular  city  pair? 
Who,  within  your  organization  makes  this  decision?  What  studies 
are  made  for  us  in  making  it?  Have  you  studied  the  possible  effects 
of  increased  fare  competition  on  your  fares,  costs,  and  profits? 
Describe  in  detail  the  studies  you  have  made,  and  their  conclusions. 

REPLY:   Generally  speaking,  the  proper  fare  for  a  particular  city 
pair  is  established  by  applying  the  formula  adopted  by  the 
Board,  followed  by  any  downward  adjustments  applicable  to 
compensate  for  direct  and/or  indirect  competitive  factors, 
routing  situations  such  as  hidden  city  and  point  beyond 
problems,  etc.   Proper  fare  levels  are  determined  through 
joint  coordination  of  the  involved  departments  (Traffic, 
Marketing,  Finance,  and  Executive/Legal).   Individual 
studies  and  market  surveys  are  made  as  necessary.  The 
possible  effects  of  increased  fare  competition  are  studied 
and  are  an  important  consideration  on  the  part  of  Ozark. 
However,  since  our  studies  usually  involve,  individual 
markets,  it  is  impratical  to  describe  them,  or  their 
conclusions,  in  detail. 


How  many  times  during  the  past  ten  years  have  your  company  or  competing 
airlines  filed  for  fare  increases?  In  which  markets?  How  many  times 
have  you  matched  fare  increases  that  the  Board  approved?  In  which 
markets?  Has  your  airline,  in  circumstances  where  a  competitor  filed 
an  application  for  a  fare  increase  which  was  approved,  felt  pressure  -- 
formal  or  informal  --  from  the  CAB  or  its  staff  to  file  for  a  similar 
fare  increase?  When?  Describe.  Has  your  airline  felt  pressure  from 
other  airlines  to  match  an  approved  fare  increase?  Describe. 

REPLY:   Virtually  all  of  Ozark's  fare  increase  filings  in  the  last 

ten  years  liave  been  filed  in  response  to  industry  filings  and 
in  cases  we  have  matched  fare  increases  approved  by  the 
Board.   Ozark  has  not  felt  formal  or  informal  pressures  from  the 
CAB  or  other  carriers  to  file  increases  --  the  pressures  have 
always  been  economic. 
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[inclose  :i  statement  of  your  costs,  revenues,  gross  profits,  interest 
on  debt,  actual  taxes  paid,  net  return  to  equity,  and  load  factors 
for  your  domestic  routes,  and  for  your  international  routes  broken 
down  by  individual  route  insofar  as  possible  for  each  year  for  the 
past  ten  years.  (Indicate  as  well  those  of  your  costs  and  profits 
that  are  attributable  a)  Your  charter  operations;  b)  other  non 
scheduled  airline  related  activities;  c)  non  airline  activities) 

Include  that  same  information  for  the  nine  months  ending  Sept.  30,  1974. 

Include  the  same  information  for  the  following  routes.*  1)   all 
routes  on  which  capacity  restricting  agreements  have  been  made  with 
other  airlines;  2)  those  same  routes  prior  to  the  time  capacity 
restricting  agreements  took  effect;  7>)     San  Francisco/Los  Angeles 
4)  Boston/New  York;  5)  Boston/Washington;  6)  Washington/New  York 
7)  routes  between  the  East  Coast  and  Chicago;  8)  transcontinental 
routes;  9)  North  Atlantic  routes.   Provide  information  as  to  the 
traffic  density  of  each  of  these  routes.  How  would  these  figures 
change  if  the  load  factors  on  these  routes  averaged  55%?  60%? 
65%?  70%? 

*  where  applicable 

Ui;PLY:  Those  sections  of  Question  Six  (6)  which  deal  with  capacity 
restriction  agreements  are  not  applicable  to  Ozark  inasmuch 
as  Ozark  is  not  a  party  to  any  such  agreements. 

For  reply  to  the  balance  of  the  question,  see  the  "Statement 
of  Operations  and  lielated  Data"  on  the  following  page. 
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Provide  ;i  statement  of  actual  and  predicated  cash  flow  over  the 
past  five  years.   l^rovide  a  statement  of  projected  cash  flow  over 
the  next  five  years.   What  load  factors  did  you  assume  in  arriving 
at  the  figures  in  these  statements?  How  do  the  figures  change 
assuming  load  factors  of  55%?  60%?  65%?  70%? 

RliPLY:   Ozark  is  unable  to  furnish  data  requested  with  regard 
to  predicated  or  projected  cash  flow,  nor  are  we  able 
to  relate  projected  cash  flow  to  load  factors  in  any 
direct  proportion. 

However,  actual  cash  flow  is  represented  by  the  "Statement 
of  Source  and  Application  of  Funds"  on  the  following 
page . 
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List  your  purch;iscs  ,iiul  leases  of  new  airplanes  made  in  the  past 
five  years.   How  much  money  have  you  invested  in  new  airplanes 
during  that  time?  What  is  the  rate  at  which  you  depreciate  those 
airplanes?  How  were  these  purchases  financed?  If  they  were 
financed  by  bond  sales,  list  the  amounts  and  dates  on  which 
these  bonds  fell  due. 

Ki-.l'LY:   Ozark's  purchase  of  major  capital  items  has  been 
confined  to  aircraft. 

A  total  of  ten  new  l)C.-9   aircraft  were  purchased  and/or 
leased  during  the  period  1968  -  1973. 

A  table  detailing  cost,  depreciation  and  financing 
methods  is  on  the  following  page.  This  table  does 
not  include  six  used  aircraft  purchased  during  the 
time  period  1968  -  1974. 
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Describe  your  existing  outstanding  contracts  for  the  purchase 
of  airplanes  or  otlier  major  items  of  equipment.   Describe  other 
such  purchases  that  you  plan  over  the  next  five  years,  which  are 
not  now  covered  by  contracts. 

KF.PLY:   Ozark  has  contracted  to  acquire  four  used  DC-9-30 
aircraft  from  Storer  Leasing,  Inc.  for  delivery  in 
197S  at  an  aggregate  cost  of  approximately  $15,000,000. 

No  additional  acquisition  of  aircraft  has  been  definitely 
planned  over  the  next  five  years. 

No  major  otlier  equipment  purchases  are  planned  over  the 
next  five  years. 


10.  I,ist  the  salaries,  l)onuses  and  any  other  compensation  paid  to 
the  ten  highest  jiaid  executives  in  your  company  for  each  year 
for  the  past  five  years . 


REPLY:   Direct  compensation  of  Ozark  Corporate  Officers  has  been 
limited  to  salary.   No  bonuses  have  been  paid  to  any 
Corporate  Officers. 

As  a  result  of  Executive  changes  by  death,  retirement 
and  reorganization,  more  than  ten  individuals  have 
been  among  the  ten  highest  paid  Executives.  Thus, 
the  names  will  vary  from  year-to-year. 

A  table  showing  the  ten  highest  paid  Executives  for 
each  year  1969  -  1973  is  on  the  following  page. 
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11.   If  your  costs  were  to  exceed  your  revenues  each  year  for  the 

next  five  years,  by,  say  5%  or  10%,  what  steps  would  you  take  to 
avoid  bankruptcy?  Cut  salaries?  Renegotiate  contracts  with  unions? 
Postpone  dates  on  which  payments  for  aircraft  are  due?  Other? 
Would  you  reorganize  the  company  before  going  into  bankruptcy? 
What  would  be  the  effect  of  bankruptcy  on  debt  holders,  equity 
holders,  the  traveling  public?  Would  the  company  stay  in  business? 
Were  payments  on  airplanes  rescheduled  or  forgiven,  would  it  be 
possible  to  stay  in  business?  How  much  leeway,  in  terms  of  cash- 
flow, would  such  rescheduling  or  forgiveness  produce? 

REPLY:   Ozark  would  do  everything  within  its  power  to  avoid 
bankruptcy,  including  cutting  salaries,  reducing 
personnel,  renegotiating  contracts  with  unions  wherever 
possible,  and  postponing  payments  for  aircraft  and  other 
necessary  obligations.  Ozark  would  attempt  to  reorganize 
the  company  before  going  into  bankruptcy.   Obviously 
bankriiptcy  would  have  a  disastrous  effect  on  all  equity 
holders.   Insofar  as  debt  holders  are  concerned,  the 
secured  debt  holders  would  probably  find  themselves 
with  sufficient  security  to  cover  their  exposure.  However, 
the  unsecured  debt  holders  and  the  holders  of  Ozark's 
convertible  subordinated  debentures  would  not  come  out 
with  much  at  all . 


12.  Do  you  believe  the  CAB  ought,  as  its  first  priority,  to  act  to 
prevent  a  possible  bankruptcy  by  any  major  trunk  carrier?  If 
not  its  first  priority,  should  the  CAB  give  such  a  task  a  high 
priority?  Under  what  conditions? 

REPLY:   The  CAB  should  give  first  priority  to  developing  and 
maintaining  a  strong  and  efficient  air  transportation 
system  for  the  United  States.  The  possible  bankruptcy 
of  a  major  trunk  carrier  could  have  an  effect  on  this 
priority  depending  on  the  circumstances.  Obviously, 
if  the  possible  bankruptcy  of  a  major  trunk  carrier 
were  to  materially  weaken  the  air  transportation  system 
or  leave  a  portion  of  it  without  replaceable  air 
transportation  or  convenient  alternate  means  of  air 
transportation  then  such  a  circumstance  should  be  given 
a  high  priority. 

On  the  other  hand,  Ozark  does  not  believe  the  high  priority 
should  be  limited  to  a  "major  trunk  carrier."  The  possible 
bankrupty  of  a  local  service  carrier  would  have  a  disastrous 
effect  on  most  of  the  communities  it  serves. 

13.  Why  in  your  view,  are  the  original  trunk  carriers  --  those  in  business 
in  1938  -  the  only  trunk  carriers  still  in  business?  Why  have  no 
other  firms  in  the  aviation  business  become  trunk  carriers? 

REPLY:   One  of  the  principal  reasons  for  establishing  "grandfather" 
rights  for  the  original  trunk  carriers  was  to  stabilize 
the  industry  sufficiently  to  enbable  it  to  attract  capital. 
Thus,  the  carriers  were  given  certificates  which  protected 
then  existing  routes  from  entry  other  than  that  sanctioned 
by  the  C.A.B.   At  the  same  time,  the  carriers  assumed  service 
responsibilities  over  the  routes  awarded.   Competition  was 
insured  in  the  major  revenue  producing  markets  from  the 
outset,  since  most  of  the  principal  routes  were  awarded  to 
more  tlian  one  carrier. 
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Since  1938  expansion  of  the  route  system  has  been  acconplished 

on  a  case  by  case  basis  by  the  C.A.B.   Thus,  the  original 

carriers  with  systems  and  system  traffic  flows  have  been 

the  logical  candidates  for  the  new  route  authority.  Virtually 

all  routes  are  served  in  conjunction  with  other  routes  because 

of  equipment  routing  and  the  usual  economic  need  to  flow  traffic 

over  route  segments  from  beyond  points.  Hence,  a  new  entrant 

without  the  advantages  of  established  stations,  beyond  traffic 

flows,  and  existing  flights  which  could  be  extended  into  new 

markets  would  be  unable  to  make  a  viable  showing  in  an  economic 

proceeding.   Another  reason  militating  against  additional  entry 

is  that  some  markets  can  not  support  more  than  two  carriers . 

Thus,  the  original  certificates  preempted  the  major  routes 

necessary  to  support  additional  carriers.  Note  also  that 

while  the  United  States  has  ten  trtinks  and  eight  large  regional 

or  local  service  carriers,  most  other  countries  have  only  one  or 

two  carriers  providing  all  service  --  both  domestic  and  international 

Although  the  regional  or  local  service  carriers  are  not  trunk  lines, 
they  were  granted  entry  to  some  short-haul  and  medium-haul  trunk 
routes  in  the  late  1960s  and  early  1970s.  Thus,  competitive 
service  is  being  offered  in  "trunk"  markets  by  carriers  not  in 
existence  in  1938. 


14.  If  the  CAB  were  to  set  a  definite  policy  of  not  allowing  any  fare  increases 
in  the  next  five  years,  what  would  you  do?  Would  you  disinvest  in  aircraft? 
How  can  you  do  this?  Would  demand  catch  up  to  your  present  fleet?  When? 
Suppose  the  CAB  cut  fares  by  10%  or  suppose  fuel  costs  continue  to  increase? 

REPLY:   If  the  CAB  were  to  set  a  definite  policy  of  not  allowing  any  fare 
increases  in  the  next  five  years,  Ozark's  course  of  conduct  would 
depend  on  many  variable.   Since  approximately  47  percent  of  Ozark's 
costs  are  labor  costs,  this  area  would  receive  priority  attention. 
If  traffic  remained  static,  or  certainly  if  there  were  traffic 
growth,  Ozark  would  have  difficulty  disinvesting  in  aircraft. 
Ozark's  present  fleet  consists  of  only  42  aircraft  and  Ozark 
has  certain  certificate  obligations  that  must  be  fulfilled 
in  its  role  of  a  subsidized  local  service  carrier. 

If  fuel  costs  continue  to  increase  and  no  fare  increases  were 
allowed,  or  if  the  CAB  cut  fares  by  10%,  Ozark  would  most 
definitely  experience  financial  difficulty.   Insofar  as  its 
obligations  as  a  subsidized  local  service  carrier  is  concerned, 
see  Ozark's  previous  discussion  in  its  answer  to  Question  No.  11. 

15.  Normally,  low  profits  are  a  signal  to  an  industry  that  its  investment 

is  too  large  --  that  it  should  disinvest.   Is  this  "classical"  statement 
applicable  to  the  airline  industry?  If  not,  why  not? 

REPLY:   No.   History  has  shown  that  the  air  transportation  industry 
is  a  cyclical  industry  and  traffic  trends  are  difficult  to 
project  over  a  long  period  of  time.  What  might  be  too 
much  investment  one  winter  might  not  be  enough  the  following 
summer  or  winter  or  vice  versa.   On  the  other  hand,  investment 
and  disinvestment  in  aircraft  is  a  long  range  planning  process. 
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16.  What  major  factors  do  you  believe  are  responsible  for  the  airline 
industry's  low  profit  over  the  past  few  years?  Do  you  believe  that 
CAB  policies  contributed  to,  or  offset,  low  profits?  (Specify  which 
policies  and  how.) 

REPLY:   To  the  extent  this  statement  is  true,  the  low  profit  is 

due  to  high  and  escalating  labor  costs,  increased  interest 
expense,  significantly  higher  airport  fees  and  increasing 
fuel  costs.  However,  the  local  service  industry's  profit 
has  not  been  that  low  over  the  past  few  years .  The  primary 
reason  for  the  relative  healthy  financial  picture  of  the 
locals  is  attributable  to  a  number  of  factors.  Many  of 
these  factors  are  a  direct  result  of  CAB  policies  --a  more 
equitable  subsidy  level  to  provide  service  to  small 
communities,  fare  increases  and  certification  of  locals  to 
provide  service  in  some  longer  haul  non-subsidized  routes . 

17.  During  a  recent  CAB  proceeding  an  industry  witness  testified:   "If 
a  carrier  were  absolutely  certain  that  the  CAB  would  allow  it  to  go 
bankrupt  before  it  were  given  any  relief,  then  I  believe  you  would 
see  some  action  taking  place  in  eliminating  marginal  capacity 
(excess  capacity)"  Do  you  agree  with  this  statement?  Why?  Do 
you  believe  that  the  CAB's  load  factor  standards  would  be  more 
effective  in  controlling  load  factors  if  the  CAB  were  less 
concerned  to  prevent  airline  bankruptcy  or  reorganization? 

REPLY:   No.   The  management  of  most  carriers  attempts  to  operate 
in  an  efficient  and  economical  way  to  insure  profitable 
operations.   If  the  CAB  were  less  concerned  to  prevent 
airline  bankruptcy  or  reorganization  it  would  have  little 
impact  on  the  effectiveness  of  the  load  factor  standards 
in  controlling  load  factors. 


18.   Are  your  costs  higher  than,  equal  to,  or  lower  than  the  industry 
average?  By  how  much?  Why? 

REPLY:   The  costs  of  all  local  service  carriers  are  higher  than 

the  industry  average.   These  higher  costs  are  principally 
due  to  the  certificate  operating  requirements  in  many 
small  markets  and  the  short  stage  length  of  the  flights. 
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19.   List  your  advertising,  other  promotion,  and  office  rental 
costs,  absolutely,  and  as  a  percentage  of  total  costs,  for 
each  year  for  the  past  five  years. 

REPLY:   A  table  detailing  the  expenses  and  percentages 
is  on  the  page  following. 
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20.  Assuming  that  all  scheduled  flights  remain  unchanged  what  is 
the  additional  cost  of  carrying  one  extra  passenger  on  a 
flight? 

UliPI.Y:   Certain  assumptions  must  be  made  in  order  to  answer 
this  question.   While  the  following  is  not  meant  to 
be  cover  all  possible  assumptions,  it  will  illuminate 
the  nature  of  the  problem. 

Not  only  must  you  assume  that  Ozark's  entire  fleet  will 
be  scheduled  exactly  the  same  under  all  conditions,  but 
you  must  assume  also  (1)   traffic  levels  will  remain 
constant;  (2)  all  other  air  carriers'  schedules  remain 
unchanged;  (.3)   Ozark's  performance  and  completion  factors 
from  weather  conditions  etc.  will  remain  the  same; 
(4)   all  airport  and  air  traffic  control  facilities  and 
costs  will  remain  static;  (S)  employee  and  compensation 
levels  will  remain  static  and  (6)  that  the  one  additional 
passenger's  total  journey  is  equal  to  that  of  the  average 
passenger. 

Assuming  that  the  above  qualifications  are  met,  which  is 
highly  doubtful,  the  cost  of  carrying  one  additional 
passenger  would  still  vary  by  the  type  of  equipment  he  uses. 

However,  assuming  that  all  conditions  are  met,  and  the  one 
additional  passenger  avails  himself  of  Ozark's  DC-9  service, 
the  minimum  additional  cost,  based  on  todays  expense  levels, 
would  be  $1 .  ."^7.   The  Si.."??  figure  includes,  food,  reservations, 
passenger  liability  insurance,  interrupted  trip  expense, 
claims  expense  and  security  costs  shortfall. 

In  an  industry  such  as  ours,  ie:  cyclical,  and  growth 
oriented,  it  is  not  practical  to  address  incremental 
costs  on  a  numerical  base  of  one  passenger. 

21.  Please  answer  the  following  questions  in  respect  to  each  of  the 
following  markets:   San  Francisco/Hawaii,  New  York/Hawaii,  New  York/ 
Los  Angeles,  New  York/Atlanta,  Chicago/New  York,  New  York/Miami, 
Boston/Washington : 

a.  What  are  your  costs  per  flight  (1)  determined  on  a 
"fully  allocated"  cost  basis,  (2)  determined  on  a  DOC 
basis  (as  used  by  the  CAB).  (3)  determined  on  an 
"incremental  cost"  basis  (what  do  you  include  in 
"incremental  cost")?  Determine  these  costs  insofar 
as  possible  both  on  a  "seat -mile"  basis  and  on  a  RPM 
basis. 

b.  Wliat  are  your  load  factors  in  each  of  those  markets? 
RliPl.Y:   Not  applicable. 
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22.   List  the  routes  including  international  routes  that  you  have 
applied  for  CAB  permission  to  serve  in  the  last  five  years. 
Indicate  those  routes  where  the  CAB  has  granted  denied  permission. 
Indicate  those  where  no  action  was  taken  by  the  CAB,  along  with 
the  ultimate  disposition  of  the  application.   As  to  each  application, 
indicate  the  date  of  filing  and  the  date  of  ultimate  disposition 
along  with  the  dates  of  any  hearings  held.   Do  you  believe  that 
Board  actions  on  your  route  applications  have  generally  been 
expeditious?  If  not,  to  what  do  you  attribute  the  delay? 

REPLY:   INTERNATIONAL  ROUTES  SOUGHT  BY  OZARK,  1969-1974 

Docket  18314:   Chicago-Calgary-Edmonton-Anchorage, 
filed  April,  1969.  Ozark's  motion  to  expedite  the 
proceeding  was  denied  and  eventually  the  application 
was  dismissed  as  stale. 

Docket  23167:   Dallas/Fort  Worth-Mexico  City/Acapulco. 
Ozark's  application  was  filed  in  the  spring  of  1971,  a 
full  hearing  was  held  July  20  and  21,  1971,  consolidating 
the  applications  of  Ozark  and  other  carriers,  and  the 
routes  were  eventually  awarded  to  other  carriers.   Final 
approval  was  announced  in  June,  1972. 

Docket  26649:  Dallas/Fort  Worth -Ma z at Ian/ La  Paz/San  Jose 
del  Cabo/Pucrto  Vallarta/Guadalajara,  Mexico.  Ozark's 
application  was  filed  in  April,  1974,  and  is  pending. 

DOMESTIC  ROUTES  SOUGHT  BY  OZARK,  1970-1974 

Docket  21817:   Extension  to  Cleveland  and  Detroit.   Ozark's 
application  was  filed  on  January  23,  1970  and  was  pending 
until  January  23,  1973,  when  it  was  dismissed.   No 
hearing  was  held. 

Docket  23117:  Illinois/Iowa-Denver.  Ozark's  application 
was  filed  on  February  18,  1971.  No  hearing  has  been  held 
and  no  disposition  made.  Thus,  the  status  of  this  docket 
is  pending. 

Docket  24735:  New  Orleans  extension.  Ozark's  application 
was  filed  on  September  7,  1972,  and  was  dismissed  without 
hearing  on  July  16,  1973. 

Docket  24832:   St.  Louis  -  Washington  (Dulles)  Ozark's 
application  was  filed  on  October  10,  1972,  and  dismissed 
without  hearing  on  March  19,  1973. 

Docket  26313:   St.  Louis  -  Nashville,  Ozark's  application 
was  filed  on  January  14,  1974,  and  dismissed  without 
hearing  on  July  3,  1974. 

Docket  26668:   Eastem-Ozark  transfer  Ozark's  application 
was  filed  on  May  3,  1974.   A  hearing  was  held  on 
September  10,  1974,  and  the  case  is  pending. 
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Docket  26698:   St.  Louis  -  Louisville.  Ozark's  application 
was  filed  on  May  10,  1974.   No  hearing  has  been  held  and 
the  case  is  still  pending. 

Docket  26730:   St.  Louis  -  Kansas  City.   Ozark's  application 
was  filed  on  May  23,  1974.  No  hearing  has  been  held  and 
the  case  is  still  pending. 

Docket  27262:   Illinois-Denver.   Ozark's  application  was 
filed  on  December  16,  1974.   No  hearing  has  been  held  and 
the  case  is  still  pending. 

In  some  instances  the  Board's  actions  on  our  route  applications 
have  been  less  than  expeditious.  We  attribute  the  delay  in 
those  instance  to  the  route  "moratorium".   Since  the  Board 
commenced  its  "moratorium"  on  route  cases  there  have  been 
virtually  no  route  applications  set  down  for  investigation. 
We  feel  that  some  meritorious  applications  have  been  filed 
which  should  have  become  the  subject  of  a  hearing.  Obviously, 
since  the  "moratorium"  began,  route  development  has  taken  a 
much  lower  priority  than  other  matters  on  the  CAB  hearing 
calendar. 

23.  Are  there  routes  which  you  would  consider  entering  if  CAB  approval 
for  entering  were  not  required?  Wliich?  Describe  your  reasons  for 
considering  entry  to  the  extent  you  wish  to  do  so.  Does  the  CAB's 
entry  policy  inhibit  your  flying  new  routes?  If  so,  describe  how? 

REPLY:   Ozark  has  not  considered  any  potential  routes  to  serve  if 

CAB  approval  were  not  required.   A  more  complete  discussion 
is  contained  in  the  answer  to  Question  32. 

24.  Would  your  charge  lower  fares  than  those  now  being  charges  on  any 
route  if  you  were  free  to  enter  and  to  set  lower  fares? 

REPLY:   Ozark's  costs  today  and  the  prospects  for  future  costs 
are  such  that  it  is  doubtful  if  Ozark  could  afford  to 
offer  lower  fares  in  any  existing  or  prospective  markets. 
Further,  over  70%  of  Ozark's  passengers  are  travelling 
for  business  reasons.  The  relative  inelasticity  of  this 
traffic  indicates  that  air  carriers  would  achieve  little 
benefit  by  lowering  fares  for  this  segment  of  the 
traveling  public. 

In  Docket  27262  Ozark's  application  for  nonstop  authority 
between  Denver  on  the  one  hand,  and  Springfield,  Champaign/ 
Urbana,  and  Peoria,  Illinois  on  the  other,  Ozark  proposed  a 
14%  reduction  in  fare.  This  reduction  comes  about  because 
Ozark  would  provide  a  direct  one-plane  service,  whereas 
existing  fares  are  based  on  a  circuitous  two-carrier  routing. 
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25.  Arc  you  involved  in  any  route  purchase  or  exchange  proceedings? 
Which  routes?   Involving  which  carriers?  How  much  would  you  be 
willing  to  pay  for  each  of  such  routes?  Would  fares  be  sufficient 
to  cover  purchase  costs?  In  your  view,  should  such  purchases  or 
exchanges  be  allowed  without  full  comparative  hearings? 

Rl-ri.Y:   Ozark  is  involved  in  the  liastem-Ozark  Route  Transfer 
Agreement ,  CAB  Docket  26668.   In  this  case  Ozark  would 
purchase  liastem's  St.  Louis  -  Nashville  nonstop  authority 
for  $250,000.   Txhibits  filed  by  Ozark  is  the  proceeding 
reveal  tliat  the  fares  in  effect  during  the  summer  of  1974 
would  lie  sufficient  to  produce  profits  and  a  reasonable 
return  on  investment  if  the  forecasted  traffic  is  achieved. 
The  forecast  indicates  that  the  purchase  price  can  be 
recovered  in  one  year.   The  Bureau  of  Operating  Rights  of 
the  (livil  Aeronautics  Board  disputes  the  extent  of  the 
profitability. 

'ITiis  type  of  case  should  not  be  handled  by  the  Civil  Aeronautics 
Board  any  differently  than  any  othe  type  of  case.   If  a  route 
purchase,  a  route  exchange,  or  any  other  route  application  is 
non-controversial,  the  Board  has  at  its  disposal  various  forms 
of  relief  that  can  provide  speedy  disposal  and  avoid  the  expense 
of  a  full  evidentiary  hearing.   In  Docket  23348,  Piedmont  Aviation 
Inc. /r.astcrn  Air  Lines,  Inc.  Route  Transfer  and  Certificate 
Amendments,  the  Board  initially  set  the  case  for  decision  under 
show  cause  procedures  since  there  appeared  to  be  no  objection 
from  any  party.   When  minor  objections  were  raised,  an  expedited 
type  of  proceeding  was  instituted.   All  parties  received  a  full 
airing  of  their  views,  but  the  expense  and  time-consuming  normal 
process  was  avoided. 

26.  If  you  have  excess  capacity,  can  the  extra  planes  be  leased  or  sold 
elsewhere?  At  a  loss? 

REPLY:   If  an  individual  airline  has  excess  capacity  the  extra 

planes  can  usually  be  sold  or  leased  elsewhere.  Obviously, 
the  more  excess  capacity  there  is  in  the  industry,  the 
more  difficult  it  is  to  sell  or  lease  planes  elsewhere. 
Ozark  has  never  sold  or  leased  a  plane  at  a  loss. 

27.  Identify  any  routes  which  are  certificated  to  you  but  on  which 
service  has  been  suspended.   Do  you  have  any  present  intention  to 
resume  service?  When?  Why  were  these  services  discontinued? 
Should  other  airlines  be  given  the  option  of  flying  these  routes? 

REPLY:   Ozark  is  presently  providing  service  on  all  five  segments 
of  Route  107,  the  only  route  authorized  to  Ozark.  No 
cities  arc  presently  suspended. 
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28.   List  your  fuel  costs,  in  absolute  terms,  and  as  a  percentage  of 
your  total  costs  for  1972,  1973,  1974  and  projected  for  1975, 
What  lias  been  the  increase  in  cost  per  gallon  during  this  period? 

REPLY:   Ozark  is  unable  to  project  fuel  costs  for  1975  either  in 
absolute  terms  or  as  a  percentage  of  total  costs. 

Actual  results  for  1972-1973  and  the  first  nine  months  of 
1974  follow.   The  total  percentage  increase  from  the  11.85 
cents  per  gallon  cost  in  1972  to  the  22.54  cents  per  gallon 
cost  experienced  in  the  first  nine  months  of  1974  has  been 
90.2  percent. 


(0001  OMllTliD 

NINE  MONTHS 

1972 

1973 

1974 

Total  Costs 

83,879 

79,112 

80,572 

Fuel  Costs 

7,454 

6,522 

11,023 

Gallons 

62,886 

51,208 

48,899 

Cost  per  gal  Ion 

(i) 

11.85 

12.74 

22.54 

Percent  of  Total 

Cost 

8.89 

8.24 

13.68 

29.   If  you  now  serve  the  North  Atlantic,  provide  the  details  of  your 

costs,  revenues  and  profits  for  any  such  service  for  the  years  from 
1970  through  the  present.   What  course  of  action  will  you  follow  if 
the  government  provides  no  relief  in  the  form  of  subsidy  or  other- 
wise to  alleviate  current  losses  over  these  routes?  If  you  do  not 
now  provide  North  Atlantic  service,  would  you  do  so  if  entry  were 
not  regulated? 

REPLY:   Ozark  does  not  now  provide  North  Atlantic  service,  nor  does 
it  have  any  future  plans  to  enter  this  market. 


30,   Compare  your  costs  in  the  North  Atlantic  market  with  those  on 

San  Francisco/New  York  and  New  York/Los  Angeles  routes.  Explain 
the  difference. 


REPLY:   Not  applicable. 


31.   If  the  CAB  certificated  a  number  of  new  trunk  carriers  over 

dense  traffic  routes,  what  effect  would  such  certification  have 
on  the  industry?  On  your  company? 

REPLY:   The  answer  to  this  question  would  depend  on  the  routes 

involved.   In  the  1960 's  new  competition  was  added  on  many 
monopoly  and  two  carrier  routes.  On  some  monopoly  routes, 
two  or  more  additional  carriers  were  added.   It  can  be 
seen  today  that  this  additional  authority  did  not  always 
result  in  more  service  for  the  passenger,  a  lower  fare 
service,  or  even  more  carriers  serving  the  route. 
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32.   Wh.it  would  the  effect  of  a  "permissive"  entry  policy  be  upon  the 
behavior  of  carriers  in  the  industry? 

Ulil'I.Y:   In  the  early  1930' s  before  Congress  established  a  regulatory 

agency  for  air  transportation,  carriers  could  enter  and  suspend 
service  at  will  at  cities  and  across  routes.  Access  to  the 
business  of  interstate  air  transportation  was  not  limited. 
This  lack  of  regulation  resulted  in  economic  chaos  for  the  air 
transport  and  related  industries.  This  chaos  made  financing  of 
carriers  and  aircraft  manufacturers  a  risk  many  institutions 
refused  to  accept.   The  resulting  service  was  too  unreliable 
to  foster  public  confidence  or  promote  growth. 

Ozark  opposes  a  reinstitution  of  this  policy.   If  regulation 
disappears,  it  would  be  expected  that  wasteful  competition 
would  occur  on  the  more  dense  routes.   Less  dense  routes  and 
smaller  airlines  would  disappear.  Most  smaller  communities 
would  lose  tiieir  link  with  the  national  air  transportation 
system. 


33.   If  you  serve  markets  entirely  within  California  or  entirely  within 
Texas,  have  your  flights  within  those  states  been  profitable?  Have 
they  been  profitable  on  a  fully  allocated  cost  basis?  On  a  DOC 
basis  (per  CAB)?  On  an  incremental  cost  basis?  What  do  you 
include  in  incremental  costs?  Have  you  rnet  the  fares  charged  by 
PSA  and  SWA? 

REPLY:   Not  applicable. 


34.   How  do  you  decide  how  nuicb  capacity  to  offer  in  a  market?  What 

frequency  of  service  to  offer?  Which  markets  to  promote  heavily? 
Wlio  makes  these  decisions? 

RLPLY:   Ozark  has,  in  tlie  past  several  years,  adjusted  capacity 
in  many  of  its  markets,  mostly  up-grading  from  FH-227 
equipment  to  I)C-9  equipment.   This  up-grading  has  been 
done  as  the  result  of  the  following  influencing  factors: 

1.  Higli  load  factors. 

2.  Anticipated  stimulation  by  virtual  of  all-jet 
equipment  replacing  turbo-prop  equipment. 

3.  Anticipated  normal  market  growth. 
'\ .        Seasonality. 

5.    Fuel  availability 

().    Ceneral  Business  conditions 

In  addition  to  all  of  the  above,  frequency  of  service  is 
influenced  by  these  additional  factors: 

1.  Lquipment  availability 

2.  Station  facility  availability. 

3.  Mani)owcr  requirements 

4.  Slot  availability  at  the  controlled  airports. 
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35.   Mow  many  different  classifications  of  inflight  service  do  you 
provide?   (How  many  different  sorts  of,  e.g.,  first  class 
service?  How  many  different  sorts  of  economy  service,  etc.?) 

REPLY:  Ozark  provides  single  class  (standard  class)  service  on 
all  flights.  In  addition  Ozark  provides  a  small  amount 
of  night  coach  service. 


36.   How  do  you  decide  on  which  routes  and  which  flights  to  offer 
a  particular  classification  of  inflight  service?  Who  makes 
these  decisions? 

REPLY:   All  flights  receive  standard  class  service  except  night 
coach  service.   Night  coach  service  originates  after 
10:00  P.  M.  and  before  4:00  A.  M.  and  is  utilized  where 
sufficient  traffic  exists  to  support  it  or  in  conjunction 
with  night  flight  operations  and  aircraft  positioning. 


2049 


37.   Could  you  operate  as  efficiently  as  you  do  now  if  your  airline 
were  twice  its  present  size?  Half  its  present  size? 

a.  With  respect  to  fleet  size? 

b.  With  respect  to  RPM's? 

c.  With  respect  to  passengers  enplaned? 

REPLY:  Generally  speaking,  if  Ozark's  operation  were  twice 

its  present  size,  Ozark  could  operate  more  efficiently. 
Of  course  this  answer  assumes  that  all  aspects  of  the 
airline  would  grow  in  relative  proportion,  such  as 
passengers  enplaned,  RPM's  and  fleet  size. 

The  opposite  would  be  true  if  the  airline  were  half 
its  present  size. 


38.   In  what  ways  and  to  what  extent  do  (a)  CAB  reporting  requirements, 
(b)  CAB  ticketing  requirements,  (c)  other  CAB  requirements  impose 
costs  on  your  operations?   (e.g.  preventing  simplified  passenger 
handling  or  accounting  procedures)? 

REPLY:   For  the  most  part,  the  only  CAB  requirement  that  imposes 
significant  costs,  over  and  above  those  which  would  be 
incurred  in  any  event,  is  the  CAB  reporting  requirement. 


39.  Which  CAB  practices  or  procedures  do  you  believe  to  be  the  most 
burdensome  or  least  efficient?  What  recommendations  for  changes 
would  you  make? 

REPLY:  The  most  burdensome  practice  or  procedure  is  the  lengthy 
evidentiary  hearing  procedure.  We  don't  really  know  it 
could  be  changed  since  due  process  requires  that  all 
interested  parties  be  given  the  right  to  be  heard. 
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41, 


What  was  the  total  number  of  passengers  enplaned?  1972 -October  1, 
1974? 


REPLY: 


1972 
1973 
1974 


TOTAL 


3,017,386 
2,307,138 
2,438,420 


7,762,944 


(JAN  -  SEP) 


42.   What  was  the  total  number  of  flights  scheduled  to  operate?  1972- 
October  1,  1974? 


REPLY: 


1972 
1973 
1974 


TOTAL 


163,195 
132,048 
115,243   (JAN 


410,486 


SEP) 


43. 


What  was  the  total  number  of  flights  actually  operated?   1972- 
October  1,  1974? 


REPLY: 


1972 
1973 
1974 


TOTAL 


158,812 
121,979 
114,026  (JAN 


SEP) 


394,817 


44.   How  many  persons  with  the  primary  duty  of  investigation  or 

handling  consumer  problems  did  you  employ?  1972-October  1,  1974? 

REPLY:   Ozark's  complaint/claim  handling  is  centralized  in 
its  "Consumer  Affairs  Department"  which  had  a  staff 
of  eight  (8)  in  1972  and  has  a  current  staff  of  nine 
(9)  personnel . 


45.   What  was  the  total  number  of  comments  recorded?  1972-October  1 
1974? 


REPLY; 


1972 
1973 
1974 


TOTAL 


3,082 
3,216 
3,399   (JAN  -  SEP) 


9,697 


46.  How  many  of  these  comments  were  complaints? 


REPLY: 


1972 
1973 
1974 


TOTAL 


2,508 
2,718 
2,895 


8,121 


(JAN  -  SEP) 


47.   What  was  the  budget  for  customer  relations/consumer  affairs 

activities  (excluding  the  amount  paid  for  claims)?  1972-October 
1.  1974? 


REPLY: 


1972 
1973 
1974 


TOTAL    $   272,483 


94,208 
82,860 
9^5,415   (JAN 


SEP) 
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48.   Wliat  was  the  total  amount  of  claims  or  other  monetary  settlement 
paid?   1972-October  1,  1974? 

RtPLY:  1972   -  $   347.105 

1973  -      398,096 

1974  -     456,533   (JAN  -  SEP) 
TOTAL  $1,201,734 


49.   What  percentage  of  the  complaints  received  requested  some  form 
of  monetary  reimbursement?   1972-October  1,  1974? 

RHPI.Y:  1972   -   NOT  AVAILABLE 

1973  -  NOT  AVAILABLE 

1974  -   62.3%       (JAN  -  SEP) 


50.   What  percentage  of  complaints  were  settled  with  some  form  of 
monetary  reimbursement?  1972-October  1,  1974? 

REI'LY:  1972   -   NOT  AVAILABLE 

1973  -   NOT  AVAILABLE 

1974  -   52.5%       (JAN  -  SEP) 


51.   Under  what  circumstances  will  the  carrier  waive  the  tariffs  in 
order  to  settle  complaints  from  mishandled  passengers? 

RliPLY:   Ozark  Air  Lines  does  not  have  statuatory  authority 
to  waive  tariffs  to  settle  passenger,  baggage  or 
cargo  claims  and/or  complaints,  nor  does  Ozark  do 
so.   However,  tariff  requirements  are  given  broad 
interpretation  in  favor  of  the  consumer. 

In  those  few  cases  in  which  a  claim  has  become  the 
subject  of  litigation,  settlement  may  be  at  the 
direction  of  the  court  and  Ozark's  compliance  with 
such  decisions  is  required  irrespective  of  tariff  terms, 


52.   When  a  complaint  is  received,  what  measures  are  taken  to  prevent 
recurrences? 

RliPLY:   (Complaints  relating  to  airline  operations,  policies, 
and/or  procedures  are  forwarded  to  the  department 
involved  for  follow-up  and  corrective  action  where 
required. 


53.  List  the  two  or  three  airline  practices  that  are  most  frequently 
the  subject  of  passenger  complaints.  Please  submit  your  manuals 
or  sets  of  instructions  related  to  dealing  with  passenger  complaints. 

REPLY:  HLir.HT  DELAYS 

FLIGHT  CANCELATIONS 
BAGGAGE  HANDLING 

CUSTOMER  SERVICE  MANUAL  -  PAGES  1015  -  1016  ATTACHED  AS 
APPENDIX  I. 
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54.   Mow  many  pieces  of  luggage  were  mishandled?  1972-October  1,  1974? 
REPLY: 


1972  - 

25,792 

1973   - 

37,542 

1974   - 

51,265 

(JAN  - 

SEP) 

TOTAF. 


114,599 


55.   How  many  were  lost?  1972-October  1,  1974? 


REPLY: 


1972 
1973 
1974 


271 
338 
378   (JAN  -  SEP) 


TOTAL 


987 


56.   How  many  were  delayed?   1972-October  1,  1974? 


REPLY: 


1972  - 

21,876 

1973  - 

32,980 

1974   - 

45,722 

(JAN  - 

SEP) 

TOTAL 


100,578 


57.   How  many  were  damaged?   1972-October  1,  1974? 


REPLY: 


1972   - 

3,239 

1973  - 

3,560 

1974   - 

4,495 

(JAN  - 

SEP) 

TOTAL 


11,294 


58.   How  many  were  pllferred?  1972-October  1,  1974? 


REPLY: 


1972 
1973 
1974 


107 

184 

153   (JAN  -  SEP) 


TOTAL 


444 


59.  What  was  the  total  amount  spent  to  settle  claims  for  mishandled 
luggage?   1972-October  1,  1974? 


RliPLY: 


1972  -  208,552 

1973  -  226,805 

1974  -  279.292      (JAN  -   SEP) 


TOTAL 


714,649 


60.   What  was  the  total  amount  spent  to  pay  claims  for  lost  luggage? 
1972-October  1,  1974? 


Ri;PLY: 


1972 
1973 
1974 
TOTAL 


48,597 
50,809 

55,276   (JAN 
154,682 


SEP) 
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61.   Wliat  was  the  total  ;iinount  spent  to  pay  claims  for  damages 
luggage?   1972-October  1,  1974? 


62.   What  was  the  total  amount  spent  to  repair  damaged  luggage? 
1972-October,  1974? 

RHPLY:   Ozark  does  not  distinquish  between  claims  paid  for 
damage  and  repair  costs.   All  costs  are  accounted 
for  in  the  same  category.  Total  repair/damage 
costs  were: 


1972   - 

55,069 

197.-5  - 

54,354 

1974   - 

72,184 

(JAN  - 

SEP) 

TOTAL 


181,607 


63.   What  was  the  total  ;iniount  spent  to  pay  pilferage  claims? 
1972-October,  1974? 


RF.PF.Y: 


1972  - 

10.734 

1973  - 

8,535 

1 974   - 

10,764 

(JAN  - 

SEP) 

TOTAL 


30,033 


64.   What  was  the  total  amount  spent  to  pay  claims  for  delayed  bags? 
1972-October  1,  1974? 


REPLY: 


1972   - 

4.888 

1973  - 

10,297 

1974   - 

7,831 

(JAN  - 

-  SEP) 

TOTAL 


23,016 


65.   What  was  the  total  cost  of  delivering  delayed  bags  to  passengers? 
1972-October  1,  1974? 


REPLY: 


1972   - 

81,845 

1973  - 

93,413 

1974   - 

121,552 

(JAN 

TOTAL 


296,810 


SEP) 


NOTE:   Tot;ils  of  replies  to  questions  60  through  65  do  not 
total  doll.ir  amount  stated  in  reply  to  Question  59  as 
additional  claims  paid  for  lost,  soiled,  and/or  damaged  items 
were  as  follows: 


1972 
1973 
1974 


TOTAL 


7,419 
9,397 
1  1  ,()85   (JAN  -  SEP) 


28,501 


'I'his  amount,  added  to  the  totals  of  60  -  65  equals  the 
total  baggage  claims  expenditure  listed  in  reply  to 
Question  59. 
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66.   What  percentage  of  the  number  of  claims  received  exceeded  the 
maximum  liability  limits  specified  in  the  tariffs?   1972- 
Octobcr  1,  1974? 

RliPLY: 


1972   - 

0.6% 

1973  - 

0.6% 

1974   - 

0.5% 

(JAN  - 

-  SEP) 

TOTAL        0.6% 

NOT!-:   For  purposes  of  deriving  this  data,  delivery 
claims  (Item  56)  were  deleted  from  the  total  (Item 
54) .   'I'he  percentage  was  then  based  on  the  categories 
of  claims  which  could  have  exceeded  liability. 


67.   How  many  claims  were  denied  because  the  baggage  or  its  contents 
was  unacceptable?   1972-October  1,  1974? 

RliI'LY: 


1972   - 

22 

1973  - 

26 

1974  - 

25 

(JAN  - 

-  SEP) 

rOTAI,         73 


68.   What  percentage  of  claims  were  paid  in  full?  1972-October 
1.  1974? 

RliPI.Y: 


1972   - 

73.9% 

1973  - 

74 . 2% 

1974   - 

76 . 3% 

(JAN  - 

SEP) 

TOTAL       74.9% 
NOTE:   Same  data  base  used  as  in  reply  to  question  66. 


69.  What  percentage  of  claims  were  denied  completely?  1972-October 
1,  1974? 

REPLY:  1972   -      0.9% 

1973  -      0.8% 

1974  - 0.8%   (JAN  -  SEP) 

TOTAL        0 . 8% 

NOTE:   Same  data  base  used  as  in  reply  to  Question  66 
and  68. 


70.   State  the  carrier's  policy  regarding  proof  of  ownership  of 
passengers'  luggage  and  its  contents.   Submit  any  written 
notice  which  is  given  to  passengers  explaining  this  policy 
prior  to  checking  in  luggage. 

REPLY:   Ozark  has  no  policy  regarding  proof  of  ownership 

of  baggage  aiul/or  its  contents  and  requires  no  such 
proof  prior  to  checking  of  baggage. 
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71.   List  specifically  carrier's  criteria  for  the  acceptability  of 
checked  luggage.   Submit  any  written  notice  which  is  given  to 
passengers  explaining  this  policy  prior  to  the  checking  of 
luggage. 

REPLY:   Rules  pertaining  to  acceptance  of  baggage  are  contained 
in  Ozark's  official  tariffs  (Airline  Tariff  Publishers, 
C.A.B.  142,  PR-6,  Rules  340,  345,  350,  355  and  360)  these 
rules  are  attached  as  Appendix  II. 

Baggage  notices  concerning  acceptance  and  liability 
are  contained  in  tickets,  timetables,  and  ticket 
envelopes.   Samples  attached  as  Appendicies  III,  IV, 
and  V. 


72.   What  security  measures  are  taken  at  airport  baggage  claim  areas 
to  prevent  baggage  theft? 

REPLY:   Ozark  employes  a  variety  of  methods  depending  on  the 
specific  location  and  its  requirements: 

a)  Positive  Claim 

b)  Private  guard  services 

c)  Monitoring  of  claim  areas  by  Ozark  personnel 

d)  Monitoring  of  claim  areas  in  cooperation  with 
local,  state  and/or  federal  law  enforcement  agencies. 


73.   What  are  the  procedures  for  the  processing  of  claims  regarding 
pilferage  from  a  passenger's  checked  bag? 


REPLY:  a) 
se 
VI.) 


)   After  report  of  a  pilferage,  a  claim  form  is 

ent  to  the  passenger.   (Form  is  attached  as  Appendix 


b)   After  the  completed  form  is  received  by  Ozark,  the 
claim  is  adjudicated  in  the  normal  manner  and  a 
decision  communicated  to  the  claimant. 


74.  Wliat  is  the  average  length  of  time  required  to  settle  a  claim 
for  lost  or  pi  If erred  baggage? 

REPLY:   Approximately  twenty  (20)  business  days. 


75.   What  are  the  procedures  regarding  the  investigation  of  the 
validity  of  a  claim? 

REPLY:   The  validity  of  a  claim  is  seldom  disputed.   Ozark 

routinely  requires  certain  documentation  such  as  the 
statement  in  proof  of  loss,   (Form  attached  as  Appendix 
VII)   In  addition,  the  passenger  is  asked  to  provide 
proof  of  travel  (copy  of  ticket)  and  an  indication  that 
the  baggage  was  delivered  into  the  custody  of  the  carrier 
(copy  of  baggage  claim  check).   In  certain  cases,  cost 
substantiation  is  requested.   However,  the  inability 
of  the  claimant  to  furnish  documentation  other  than 
the  statement  in  proof  of  loss  is  not  a  basis  for  denial 
and  does  not  bar  such  claims  from  settlement. 
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76.  What  is  the  procedure  used  by  the  reservations  staff  to  confirm 
requests  for  seats  during  periods  when  the  computers  are  down? 

RF.PI,Y:   Ozark  Availability  Recaps  are  pulled  prior  to  outage, 
which  provide  availability  information  for  seven  (7) 
days.   Agents  then  call  Supervisors  for  this  data. 
Agents  may  use  Free-Sale  beyond  seven  (7)  days. 

Other  airlines  are  called  via  telephone  for  interline 
availabi 1 ity . 

77.  What  procedures  are  taken  by  the  accounting  staff  to  check  the 
accuracy  of  rate  computations  and  to  refund  any  applicable 
overcharges  to  passengers? 

RKPLY:   All  tickets  are  audited  to  determine  the  accuracy  of  rate 
computations.   This  is  done  on  a  manual  basis  and  by  CRT 
(Catho  Ray  Tube)  pricing  against  fares  stored  on  tape 
supplied  by  Airline  Tariff  Publishers.  Since  auditor's 
coupons  are  received  both  from  travel  agencies  and  our 
stations/locations,  the  present  policy  of  refunding 
overcharges  is  this: 

AGHNCY  TICKliTS 

CASH  TICKITS  -  Credit  memo  is  sent  to  travel  agent  for 
refunding  to  customer  on  amounts  over  $10.00. 

TICKETS  PURCIIASF.I)  BY  CREDIT  CARD  -  Auditor's  coupon  and 
charge  documents  are  reduced  to  reflect  correct  charges 
prior  to  billing  credit  card  company. 

STATIONS/LOCATIONS 

CASH  TICKETS  -  Refunds  are  not  made  unless  customer 
requests  same. 

TICKl-TS  PURCHASED  BY  CREDIT  CARD  -  Wlien  overcharges  are 

noted  during  the  audit  process,  charge  document  is  changed 

to  reflect  correct  charges  prior  to  billing  credit  card  company. 

Within  the  next  few  months  we  will  initiate  a  procedure 
whereby  all  ticket  errors  will  be  processed  as  follows: 

AGENCY  TICKETS  -  No  change  from  1.  herein  except  that  the 
amount  will  he  $.S.OO  or  more. 

STAT IONS /I .OCA IT ONS  -  Cash  and  charge  -  Refunds  of  $5.00  or 
more  will  be  made  to  customers  if  and  when  we  can  establish 
his  correct  address  on  cash  tickets.   Credit  card  document 
will  be  reduced  before  billing. 

78.   Wliat  is  the  average  lapse  time  required  to  process  refunds  on 

unused  tickets,  or  to  refund  fare  adjustments  on  partially  used 
tickets . 

REPLY:   During  the  montlis  of  April  tlirough  September  each  year, 
when  good  weather  prevails,  our  average  lapse  of  time 
on  refunding  tickets  is  10-1. S  days.  October  through 
March  is  usually  the  period  of  time  when  flights  are 
cancelled  or  delayed  due  to  bad  weather,  and  our 
average  refuml  time  is  20-. "^0  days. 
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79.  What  i)crcentagc  of  passengers  made  arrangement  for  such  services 

as  car  rentals  or  hotels  through  the  carrier's  reservations  offices? 
What  is  the  cost  to  the  carrier  of  providing  such  services? 

REPLY:   Hotels   -  0°o     Rental  Cars  4  -  5% 

The  cost  of  providing  rental  car  reservation  is 
negligible  since  approximately  99%  are  handled 
through  a  computer  to  computer  link. 

80,  What  arc  the  procedures  for  notifying  passengers  of  schedule 
changes?   Is  automatic  protection  offered  to  the  affected 
passengers  on  all  flights  which  are  cancelled  as  the  result  of 
a  schedule  change? 

REPLY:   Ozark's  procedures  for  schedule  change  processing 
and  notification  are  contained  in  its  Reservations 
Procedures  Manual. 

Chapter  600.23,  Page  1-4  attached  as  Appendix  VIII. 


81.  What  is  the  carrier's  policy  regarding  the  replacement  of  lost 
or  stolen  tickets?  What  is  the  policy  regarding  the  refund  of 
such  a  lost  or  stolen  ticket? 

REPLY:   Ozark's  policies  and  tariffs  do  not  provide  for  replace- 
ment of  lost  or  stolen  tickets.   Ozarks  policy  regarding 
refunds  for  lost  or  stolen  tickets  is  contained  in  its 
official  tariffs. 

Airline  Tariff  Publishers,  C.A.B.  142,  PR-6,  Rules  395, 
(C)  attached  as  Appendix  IX. 


82.   What  was  the  cost  to  the  carrier  during  each  of  the  past  three 
years  for  the  establishment,  maintenance,  and  personnel  for  any 
club  or  VIP  lounges? 

REPLY:   Not  applicable  as  Ozark  does  not  have  passenger  clubs. 


83.   How  many  passengers  were  denied  boarding  on  flights  for  which 

they  had  confirmed  reservations  or  valid  tickets  (include 

no-recs)  1972-October  1,  1974? 

REPLY: 


1972   - 

1,461 

1973  - 

1,425 

1974   - 

2.163 

(JAN  - 

-  SEP) 

TOTAL  5,049 

84.   How  many  of  these  passengers  were  eligbile  for  DBC?  1972- 
October  1,  1974? 

REPLY:              1972   -  631 

1973  -  783 

1974  -  1,358   (JAN  -  SEP) 
TOTAL  2,772 
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85.   How  many  of  these  passengers  were  not  eligible  for  DBC  because 
of  equipment  substitutions?   1972-October  1,  1974? 

Ri:iM.Y:  1972  -         157 

1973  -         151 

1974  - 149   (JAN  -  SEP) 

TOTAL  457 


86.   Government  requisition  of  space?   1972-October  1,  1974? 

Rl-PLY:  1972  -  16 

1973  -  0 

1974  - 0   (JAN  -  SEP) 

TOTAL  16 


87.   Failure  to  meet  check  in  or  ticketing  requirements?  1972- 
October  1 ,  1974? 

REPLY:   No  information  available. 


Carrier  was  able  to  rebook  them  on  a  flight  scheduled  to 
arrive  within  two  hours  of  original  flight?   1972-October 
1,  1974? 

REPLY: 


1972   - 

657 

1973  - 

491 

1974   - 

656 

(JAN  - 

SEP) 

TOTAL         1 , 804 


89.   What  was  the  total  amount  spent  to  pay  DBC  to  passengers? 
1972-October  1,  1974? 

REPLY:  1972  -  $   19,427 

1973  -      23,432 

1974  -      43,946   (JAN  -  SEP) 
TOTAL  $   86,805 


90.   Wliat  percentage  of  passengers  with  conditional  reservations  were 
upgraded  to  first  class  on  the  original  flight? 

REPLY:   Not  applicable  to  Ozark. 


91.   Wliat  percentage  of  passengers  with  conditional  reservations  were 
unable  to  board  their  original  flight? 

REPLY:   Not  applicable  to  Ozark. 


92.   Does  the  carrier  offer  conditional  reservations,  such  as 
"leisure  class"? 

REPLY :   No . 
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93.   If  a  passenger  holils  a  ticket  with  an  "ok"  status  and  the  carrier 
has  no  record  of  the  reservations,  what  procedure  is  followed  in 
an  oversale  situation?  How  is  the  passenger's  boarding  priority 
affected?   Is  denied  boarding  compensation  offered? 

RRl'LY:   If  a  no-record  passenger  presents  himself  for  check-in 
within  the  specified  time  limit,  no  deviations  are  made 
from  Ozark's  standard  procedures  as  outlined  in  Ozark's 
Customer  Services  Manual.   (Pages  3205,  3207-3214  are 
attached  as  Appendix  X.)   Denied  Boarding  Compensation 
is  offered  if  the  passenger  is  otherwise  eligible  for 
same . 


94.   Describe  the  procedures  followed  by  dealing  with  bumping.   Enclose 
copies  of  manuals  or  the  sets  of  instructions  directed  to  employees 
dealing  with  a]   bumping  procedures,  b)   procedures  for  dealing 
with  bumping  complaints,   c)   priorities  set  in  determining  whom  to 
bump. 

REPLY:   a)   Ozark's  Denied  Boarding  Procedure  and  Priority  Rules 
are  contained  in  its  Customer  Service  Manual.   (Pages 
3205,  3207-3214  are  attached  as  Appendix  X.) 

b)  Complaint  handling  is  as  described  in  reply  to  Question 
53  and  Appendix  I. 

c)  Same  as  reply  to  Question  94,  a). 


95.   How  many  complaints  were  received  regarding  schedule  irregularities? 
1972-October  1,  1974? 

RI-PLY:  1972   -        1,138 

1973  -        1,274 

1974  - 1 ,  538   (JAN  -  SEP) 

'lOTAI.         3 ,  750 


96.   Wliat  was  the  cost  of  providing  amenities  to  delayed  passengers 
(food,  hotel,  etc.)?   1972-October  1,  1974? 

REPLY:  1972  -  $    72,055 

1973  -       98,671 

1974  -       92,928   (JAN  -  SEP) 
TOTAL  $   263,654 


97.   What  is  the  procedure  for  getting  flight  status  information  from  air- 
craft, to  operations,  to  computer,  to  reservations  and  other  personnel 
responsible  for  giving  flight  information  to  the  public? 

REPLY:   Ozark's  flight  information  program  is  handled  by  computer 
program  which  has  the  capability  of  continuous  update  and 
progressive  projection  of  expected  flight  departures  and 
arrivals.   Flight  status  information  from  the  aircraft  is 
transmitted  by  radio  to  an  operations  office  where  it  and 
other  information  is  input  into  Ozark's  central  computer 
system.   Reservations,  Flight  Operations,  and  Customer  Services 
personnel  have  access  to  this  information  on  a  real-time  basis. 
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98.   Wli.it  is  the  procedure  for  notifying  delayed  passengers  of  the 
availability  of  amenities? 

Rr.I'l.Y:   Passengers  arc  advised  of  amenities  by  means  of  the 

Information  Section  of  the  Passenger  Timetable,  attached 
as  Appendix  IV.  In  addition,  a  form  is  given  to  delayed 
passengers  explaining  Ozark's  Interrupted  Trip  Policy  in 
detail.   (Form  CS-5327  attached  as  Appendix  XI.) 


99.   List  the  steps  taken  by  your  airline  in  the  last  two  years  to 

simplify  tariff  construction  and  to  protect  the  consumer  against 
overcharges.   (Note  that  Consumers  Union  reported  in  a  recent 
survey  that  because  of  tariff  complexities  consumers  are  often 
overcharged.   What  steps  has  your  airline  taken  since  the 
publication  of  that  survey  to  prevent  overcharges?) 

RliPl.Y:   Tariff  simplification,  clarification  and  the  resulting 
protection  of  the  consumer  against  overcharges  are 
prime  goals  at  Ozark.   Ozark  has  joined  the  industry  in 
unceasing  efforts  to  accomplish  these  goals.   Simplification, 
clarification  and  amplification  of  publishing  and 
dissemination  is  constantly  being  upgraded  with  the  assistance 
of  industry  organizations  such  as  the  Air  Transport  Association 
of  America  and  our  tariff  publishing  agent.  Airline  Tariff 
Publishers,  Inc. 

Letters  to  Mr.  Robert  Sherer,  Director  -  Bureau  of  Economics 
for  the  C.A.B.  dated  April  27  and  June  20,  1972,  and  Ozark's 
letter  of  Mr.  Secor  D.  Browne,  Chairman  of  the  C.A.B. 
demonstrate  the  type  of  continuing  tariff  simplification/ 
clarification  and  consumer  protection  in  which  Ozark  is 
engaged.   (Correspondence  attached  is  Appendix  XII) 

In  addition  to  tariff  simplification,  Ozark  has  made  significant 
investments  in  computer  ticketing  facilities  and  equipment.  We 
have  also  conducted  a  number  of  agent  training  programs  designed 
to  increase  the  expertise  of  Ozark  personnel  in  fare  computation 
and  ticketing. 
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CUSTOMER  SERVICES  MANUAL 


ISSUED: 

5-15-72 

EFFECTIVE: 

5-15-72 

SUPERSEDES : 

7-31-^7 

CHAPTER:    1000  -  CUSTOMER  SERVICE  STANDARDS 
SECTION:   I 
SUBJECT:    GENERAL 

E.   COMPLAINTS 


1.  Purpose 

The  prompt  and  accurate  reporting  of  complaints  serves  two  purposes. 
First,  and  most  important,  a  complaint  report  stimulates  an  inves- 
tigation to  determine  how  and  why  the  complaint  was  made,  followed 
by  steps  to  correct  any  apparent  weakness  in  our  Company.  Don't 
hesitate  to  report  complaints  because  you  "don't  want  to  get  some- 
one in  trouble."  Complaint  reports  and  follow-up  action  are  not 
intended  to  "blame"  any  individual  agent  or  office  group,  they  are 
designed  to  assist  YOU  in  performing  your  Job  better,  thus  Improving 
Ozark's  service  to  our  customers. 

Next,  your  reports  provide  a  basis  for  evaluating  claims  which  may 
result  from  the  complaint. 

2.  Reporting 

How  can  you  decide  whether  or  not  to  report  a  complaint?  A  suggestion 
is  that  you  aok  yourself  the  following  question:   "Will  Ozark's 
service  to  our  customers  be  improved  jf  this  complaint  is  investigated 
and  followed  up?" 

In  addition  to  this  signal  for  reporting  a  complaint,  we  suggest  that 
the  following  incidents  be  reported: 

a.  Complaints  in  which  the  customer  has  stated  cr  implied  that  he 
is  claiming  some  reimbursement. 

b.  When  a  customer  indicates  that  he  intends  "to  write  the  Pres- 
ident." 

c.  Complaints  about  ground  transportatl^on  facilities  and  reser- 
vation service. 

d.  Complaints  involving  discourtesy  or  disinterest. 

e.  Complaints  on  baggage  handling  or  loss  of  baggage. 

f.  Complaints  about  the  comfort  or  appearance  of  Ozark 'e  fleet. 

g.  Complaints  about  schedules. 
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i^     Z^     I^ 


CUSTOMER  SERVICES  MANUAL 


ISSUED: 

EFFECTIVE: 

SUPERSEDES: 


5-15-72 
5-15-72 
6-30-70 


CHAPTER:  1000  -  CUSTOMER  SERVICE  STANDARDS 
SECTION:  I 
SUBJECT:  GENERAL 

E.   COMPLAINTS  (Cont'd) 

3.   Preparation 

Complete  a  CS-5302  or  write  an  Inter-offlce  memorandum  and  forward 
to  Director  of  Cfustomer  Relations,  General  Office,  containing 
the  following  information: 

a.  Customer's  name  and  full  address,  if  it  had  been  offered  or 
can  be  obtained. 

b.  Date  of  the  incident  and  flight  number,  if  involved. 

c.  All  details  you  can  recall  from  your  customer's  story. 

d.  Supplement  the  customer's  report  with  a  report  of  inves- 
tigation into  operations  and/or  reservations,  when  available 

locally. 

1».   Local  Action  Following  Receipt  of  Complaints 

It  is  the  responsibility  of  the  Resident  Manager  to  investigate 
and  take  local  corrective  action  on  any  incident  reported  to  him 
or  his  station  personnel  by  a  customer,  another  Ozark  station, 
and/or  the  General  Office. 


BALANCE  OF  PAGE  LEFT  INTENTIONALLY  BLANK 
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[Appendix  II,  consisting  of  section  VI  of  the  Local  and  Joint 
Passenger  Rules  Tariff  N.  PR-6,  is  omitted.  It  is  on  file  at 
the  CAE .  ] 
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NOTICE  OF  BAGGAGE  LIABILITY  LIMITATIONS 

Liability  for  loss,  delay,  or  damage  to  baggage  is  limited  as  follows  unless  a  high- 
er value  is  declared  in  advance  and  additional  charges  are  paid:  (I)  For  most  inter- 
national travel  (including  domestic  portions  of  international  journeys)  to  approximately 
$9.07  per  pound  ($20.00  per  kilo)  for  checked  baggage  and  $400  per  passenger  for 
unchecked  baggage;  (2)  For  travel  wholly  between  U.S.  points,  to  $500  per  passen- 
ger on  most  carriers  (a  few  have  lower  limits).  Excess  valuation  may  not  be  declared  on 
certain  types  of  valuable  articles.  Carriers  assume  no  liability  for  fragile  or  perishable 
articles.  Further  information  may  be  obtained  from  the  carrier. 
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Cities  are  listed  in  alphabetical  order.  Find  the  city  from  which  you  are  departing;  under  that, 
find  your  destination  city.  Most  flights  provide  single-plane  service;  if  service  is  by  a  connec- 
tion, the  connecting  city  and  connecting  flight  number  will  be  indicated.  All  times  are  local. 
Contact  Ozark  or  your  travel  agent  for  fare  quotations, 

Tima  Zon» 


Orltinitint  (Departure)  CIti 


Indicates  Airport  Senrei 


Destination  (Arrive)  Cii 


Departnr*  time  tram 
ori(inatin(  city 


Frequency  ol  service 


PHONE:  ReeeivMIOM  ^t^62t1 
Air  Freigitt     399-SZ71 

^/27/;7  CHAMPAIGN/URQANA,  U. 

{CST)7b   ;        of 

(Unlvenily  0<  llllnoli  Wlllert  FleM)  I 


\  Symbols  Indicate 

I  Food  Services  available 


Ozark  flight  number  and  equipment: 
SOOSeries  — DCS  Pure  Jet 

700  series  —  FH-227B  Jet-prop 
800  series  —  FH-227B  Jet-prop 
900  series  —  OC-S  Pure  Jet 

Arrival  time  at 

destination  city 

Number  ol  Stops  en  route 

Connecting  city  and  connecting  flight 
number  if  connection  Is  required 


INFORMATION 


RESERVATIONS.  All  sedts  are  reseived  and  a  reservation  for 
space  on  a  given  flight  is  valid  when  the  availability  and  alloca- 
tion of  such  space  Is  confirmed  by  an  Ozark  reservation  agent. 
Passengers  are  urged  to  make  reservations  and  purchase  tickets 
well  in  advance.  On  the  day  of  departure,  tickets  must  be  pur- 
chased at  least  30  minutes  prior  to  scheduled  aepaiture  or 
tentative  reservations  are  subject  to  cancellation. 
CHECK-IN.  Ticketed  passengers  are  requested  to  be  at  airport 
ticket  lifting  points  at  least  20  MINUTES  before  scheduled 
departure  time.  Reservations  may  be  cancelled  and  resold  il 
passenger  has  not  presented  himself  lor  check  in  at  least  10 
MINUTES  before  scheduled  departure.  Passengers  purchasing 
tickets  at  the  airport  are  requested  to  do  so  at  least  one  hour 
prior  to  flight  departure  time  to  allow  (or  security/screening 
procedures. 

RESPONSIBILITY  FOR  DEPARTURES,  ARRIVALS,  CONNECTIONS. 
Ozark  Air  Lines  will  not  be  responsible  tor  consequential  dam- 
ages resulting  from  the  failure  of  flights  to  depart  or  arrive  at 
times  stated  in  this  Timetable  nor  for  errors  herein,  nor  (or 
failure  to  make  connections  with  planes  of  other  lines  or  of 
this  company.  In  case  of  flight  irregularities,  certain  amen- 
ities may  be  provided  in  accordance  with  applicable  tariffs. 
Consult  an  Ozark  Agent  (or  details. 

SCHEDULES.  Schedules  shown  are  based  on  expected  flying 
times.  Because  weather  and  other  factors  may  allect  operating 
conditions,  departures  and  arrivals  cannot  be  guaranteed. 
Schedules  are  subject  to  change  without  notice. 
DOMESTIC  BAGGAGE  ALLOWANCE.  (PER  TICKETED  PASSENGER). 
I  piece  of  baggage  with  linear  dimensions  (length  +  height 
4  width)  not  exceeding  62  inches,  plus  1  piece  o(  baggage  with 
linear  dimensions  not  exceeding  55  inches,  plus  one  or  more 
additional  pieces  which  if  measured  together  (if  more  than  one 
piece)  does  not  exceed  45  inches  in  overall  dimensions.  (The 
latter  may  be  carried  on  board  if  it  remains  in  the  passenger's 
custody  and  can  be  stowed  under  the  passenger's  seat). 


CARRY  ON  ITEMS.  Government  safety  regulations,  aKectIng  all 
U.S.  airline  carriers  issued  by  the  FAA,  limit  carry  on  baggage 
snd  related  personal  belongings  to  items  that  can  be  stowed 
under  a  passenger's  seat.  Approximate  maximum  dimensions  are 
21"  X  15"  X  9"  (total  not  to  exceed  45").  Exempt  from  these 
regulations  are  a  lady's  pocketbook  or  handbag,  cameras,  binocu- 
lars, a  reasonable  amount  of  personal  clothing  and  reading 
material. 

DOMESTIC  LIABILITY.  U.-.le:s  extra  value  is  declared  and  charges 
paid  before  departure,  liability  is  limited  to  $500  or  the  actual 
value  thereof,  whichever  is  less. 

EXCESS  BAGGAGE  (DOMESTIC).  May  be  accepted,  space  and 
weight  permitting.  Excess  pieces  will  be  charged  (or  in  accor- 
dance with  the  rate  table  published  in  C.  A.  B.  No.  142,  Rule 
360. 

INTERNATIONAL  BAGGAGE  ALLOWANCE.  The  free  allowance  is  66 
lbs.  (30  kilograms)  for  first  class  travel  and  44  lbs.  (20  kilograms) 
(or  coach  or  tourist  class  transportation.  The  term  "baggage" 
includes  carry  on  baggage  which  is  subject  to  weight  restric- 
tions. 

EXCESS  BAGGAGE  (INTERNATIONAL).  Charges  are  based  on  weight 
and  vary  by  destination.  Exact  charges  are  computed  in  accor- 
dance with  governing  tariffs  and  lATA  conventions. 
CHILDREN.  One  child  under  2  years  not  occupying  a  separate 
seat  may  travel  free  when  accompanied  by  a  fare-paying 
passenger  at  least  12  years  old.  Children  2  through  11  may 
travel  at  %  the  adult  published  fare  subject  to  $1J  minimum 
when  accompanied  by  a  passenger  at  least  12  years  old.  Children 
5  through  11  years  of  age  travelling  unaccompanied  will  be 
charged  the  full  adult  fare. 

GROUND  TRANSPORTATION.  Scheduled  facilities  have  been  ar- 
ranged for  the  convenience  of  passengers.  Ozark  itself  does 
not  operate  and  has  no  liability  for  such  service. 


PRINTED  IN  U.iA.  BY  DITTLER  BROS.  INC.,  ATLANTA,  GA. 
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BAGGAGE  ALLOWANCE 

WITHIN  THE  U.S.A.  AND  CANADA  the  free  baggage 
allowanco  is  based  on  the  numbur  ol  pieces  and  size 


,Mu»urtng  63"  fgonh 
bintd  Itnstfi,  wtdili 
MO  M«MI- Cxunvt*: 


In  addition  to  tiie  two  above,  one  tji  [i..>m-  [,i*;li(si 
which,  when  added  together,  do  not  exceed  -i'S  .  may 
be  either  checited  or  carried  onboard  subject  to  the 
following  limitations: 

CARRY  ON  ITEMS  Government  safety  regulallons, 
affecting  all  U.S.  Airline  carriers,  issued  by  the  FAA. 
limit  carry  on  baggage  and  related  personal  belong- 
ings to  items  that  can  be  stowed  under  a  passengers 
seat.  Approximate  maximum  dimensions  are  21"  x 
15"  X  9"  (total  not  to  exceed  45").  Exempt  from  these 
regulations  are  a  lady's  pocketbook  or  handbag, 
cameras,  binoculars,  a  reasonable  amount  of  per- 
sonal clothing  and  reading  material 
INTERNATIONAL  BAGGAGE  ALLOWANCE  The  free 
allowance  is  66  lbs.  (30  kilograms)  for  first  class 
travel  and  44  lbs.  (20  Kilograms)  for  coach  or  tourist 


class  transportation.  The  term  "baggage"  includes 
carry  on  baggage  which  is  subject  to  weight 
restrictions. 

DOMESTIC  LIABILITY  Unless  extra  value  is  declared 
and  charges  paid  before  departure,  liability  is  limited 
to  $500  or  the  actual  value  thereof,  whichever  is  less. 
RESTRICTED  ARTICLES  Articles  such  as  the  fol- 
lowing shall  not  be  carried  in  passenger's  baggage 
without  prior  consent  of  Ozark  Air  Lines:  Com- 
pressed gases,  corrosives,  explosives,  munitions, 
fireworks,  matches  (of  any  type)  and  other  articles 
which  are  easily  ignited,  flammable  liquids  and 
solids,  oxidizing  materials,  poisons,  radioactive  ma- 
terials and  other  articles  such  as  mercury,  magnetic 
material,  offensive  or  irritating  materials.  For  further 
information,  please  contact  any  Ozark  Air  Lines 
Office. 

PLEASE  CHECK  IN  EARLY 

Ticketed  passengers  are  requested  to  be  at  airport 
ticket  lifting  points  at  least  20  MINUTES  before 
scheduled  departure  time.  Reservations  may  be 
cancelled  and  resold  if  passenger  has  not  presented 
himself  for  check-in  at  least  10  MINUTES  before 
scheduled  departure.  Passengers  purchasing  tickets 
at  the  airport  are  requested  to  do  so  at  least  one  hour 
prior  to  flight  departure  time  to  allow  for  security/ 
screening  procedures. 


DWAimiM 

YOUR  ITINERARY 

ARRIVAL 

DATE 

AIRLINE 

FLIOHT 

AIRPORT 

TIME 

AIRPORT 

TIME 

NOTES 

^^^^^^^^■^^■^^■^H 
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OZARK  AIR  LINES 
SVSTfM  TRACING  CENTCR 

r.o.aoi  10007 


OZARK^AIRUNES 


MISSING   PROPERTY  QUESTIONNAIRE 


No.  10  998^ 


RECEIPTS    OF    YOUR   MISSING    ARTICLES,    IF   AVAILABLE 


PAltE>^OfcM   NAME. 

— 

tM^LOYtOBV 

BUSINESS  PHONE 

NOME  AODWESS  l  <.UMi€t  .hD  illKl' 

''""'""°°""' 

CITV.  STATE.  ZIP  CODE 

[JiNPtHbON      □by  PHONE 

"'" 

T,„. 

NOTE      SECTION     IN     BOLD     OUTLINE     tS    TO    BE    COMPLETED  BY  AN   | 
OZARK   AIR   LINES   REPRESENTATIVE  BEFORE   THIS   FORM   IS  SUPPLIED  ■ 

L.n  .od  -h.r.  d.d  you  .«.  .«  .h,  ..issing  prop.My 

t^^o%\  been  reported  lo  anolher  eirlme?        If  yos,  please  give  airhne  and  cily  inhere  reporlad 
□  y£S               QnO 

DfeTAILEO  DESCRIPTION 

WHERE  PURCHASED 

MO/VR 

ORIGINAL 

ARTICLE 

CITY 

STORE 

COST 

iih".;::'.:'/:;,"".'""' 

•  rlicKi.  I.il  Ihem  on  Iha  back  ol  lh,i  Miael                                                                                                                                     TOTAL     ^ 

COST       W 

CLAIM  CM  CCK  NUMIEN 

CONDITION  OF  BAGGAGE  WHEN  VOU  RECEIVED  IT 
|~]  LOCKED                      Q   DAMAGEDiClPmiN) 

W«|  bsutga  in  pOktttition  or 

□  yes      □no  i 

BAGGAGE  CHECKED  AT                                                   )    If  OTHER.  WHERE 

Hqm  long  befor* 
dcparturt  ot  flight 
«•■  baggaga  chtchad 

Was  your  baggatt*  'erouled  or                             ' 
,„h.ck.d  .,,.0...            □  NO        □  YES  1 

arrival  ot  High! 

«a»  baggage  claimed 

Old  you  claini  your  own  baggage  on  arrival 
□  YES            □  NO  .t.P..IN, 

X"'''"'i""         Dyes   □no 

YOUR  COMPLETE  ITINERARY 

USED  WHAT  TRANSPORTATION 

FROM  ICITYI 

TO'CITYI 

AIRLINE 

FLIGHT  NO 

DATE 

TO  AIRPORT 

FROM  AIRPORT 

-.-^.h°"rc .'V..'  p?o!~l"l  1 

11°° 

fly  Flodiaf  Policy  or  olhar  msuranca  Ih^t  covers  your  los.>.>      EXAMPLES:    Bro«d    Form  Coverage  or  Home  and  Houiehold  ConlenU  Inaurer^e 

□  no         Dyes 

COMPANY 

STATEMENT  OF  LOSS 


iiid    according    to  applica 
>    againit    07ARK    Air    Lin 


ireby    warrant  Ihe  foregomg   ttaiement   end   any  sialemenU 


THIS  COPY  FOR  OZARK  AIR  LINES 
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o 


...-V- 


Ytllov  CwMi  Ta 
OIMIIMLIMI 
iriTn  TUCIM  CINTH 
p.  0. 101  10007 

IT.  LOUa  MTIMtTIOWl  •IKPOIIT 
IT.lOUa.MIIIOVtlUKt 


OZARK^AIRUMES 


STATEMENT  IN  PROOF  OF  LOSS 


NO.     17110 

lUPORTANT 
PLEASE  TYPE  OR  PRtNT  AND  MAIL  AS  SOON  AS  VOU  CAN. 
SUCCESSFUL  TRACING    FREQUENTLY  DEPENDS  UPON 
PROMPT   RECEIPT    OF    THIS   MFORIMTION. 
FORM  CS»15B  (DESCRIPTION  OF  CONTENTS)  MUST  ALSO 
BECOMPLETED  AHO  RHURNEO, 


THIl  CLAIM.  TO  ■!  VALID  ACCORDING  TO  APPLIOttH  TAHIfP  PROVISIONS.  MUST  Bi 


NAM! 

area^cooe'^' 

(                               ) 

HOMCAOORUO 

OCCURAYIO. 

CITY 

SOCIAL  SECURITY  NUMBERI 

•  T»Tt 

ZIP  CODE 

■  USINESS  AOONESS  IC 

ITY.  STATE.  ZIP 

COMPLITI  rAIICNSIII 

TiCKrr  NUMICR 

AIRLINE 

i 

SERIAL 

NUMBER 

BAGCACC  CLAIM  CHECK  NO: 

WIRE  YOU  CHAROID 

ro«  uccit  liooAOCi 

n«» 

□  ~o 

PAV  FOR  ^ 

:VsV 

/a*l'ijEt 

Dv"  n-o 

VALUE  DECLARED 

ATTACH 

RECEIPT 

RERSON 
POLICY  OR  OTHER  IN$ 
COVERS  YOUR  LOSST 


D-  D' 


'  LOSS  OF  PERSONAL 


COMPANY 

ADDR6»S 

COMPLETE 

ITINERARY 

FROM 

to 

AIRLIXC 

FLIGHT 

OATE 

HAVE       VOU       nLED      A 
CLAIM     PnOft     TO     THIS 
ONE    WITH    AN    AIRUNC 
FOR    A.  BACGAOE   LOSST 

YES  a         NO  o 

YoulMooIoin'^"" 

« 

□  ...PORT 

□    OOWNTOW. 

□    OT„„ 

NO.  OF  BAGS  CHECKED 

m^Tnc  fcilc*"^  °' 

RlROUTEo'oR**** 

.P'' 

D- 

Hi 

''£S,°°^""" 

~  n...n.» 

"" 

°"~'''»"""*"°"*''"" 

REABON 

WMIN  AND  WMIRIWA 

*  ^"^  ^ 

T  TIME  VOU  8AV 

V  YOUR  BAGGAGE 

AT 

IVMAT  OZARK  AIR  LINES  OFFICES  M 

VE  YOU  REPOm-ED  YOUR  LOBST 

;".No"t"Ar"° 

.TED 

D-D 

.o 

1Vd".Ty'" 

^LVllT^'^o 

.    ^  hcieby  wununt  the  loreguint;  stutemcnt  and  Uiu 
agalnat  OZARK  Air  Lines.  Inc.  In  the  amount  of  $ 


I  the  accompanying  rorm(B)  to  be  accurate,  complete,  true  and  I  h«reby  nuke  adaJm 
for  a  loss  occurring  on 19 . 


The  United  States  Post  Office  has  Investigative  Jurisdiction  under  Federal  laws  relating  to  sending  false  or  fraudulent  cUljns  through  the 
United  States  mails.    Any  such  claims  received  by  OZARK  Air  Lhies  are  reported  to  the  United  States  Postal  authorities. 


Losses  of  Baggage  in  Intei-statc  Hhlpmcnt  or  of  articles  from  such  baggage  due  to  theft  i 
therefore,  are  subject  to  investigation  by  the  Federal  Bureau  of  Investigation. 


within  the  purview  of  federal  statute  and. 


PABtBNOKR'S  BlONATURC 


/    /    / 


PUBLC  (ItAU 


THIS  COPY  FOR  OZARK  AIR  LINES 
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7^,,,,,,  RESERVATIONS  PROCEDURES  MANUAL 

CHAPTER:      600  PAGE   1  ^ 

SUBJECT:      RESERVATIONS  PROCEDURES  EFFECTIVE:      8-29-70 

600.23      SCHEDULE  CHANGES    (OZARK) 

A.  Introduction 

1.  In  providing  our  passengers  with  the  beat  service  possible, 
it  is  of  the  utmost  importance  that  we  advise  our  passengers 
of  changes  in  their  reservations  due  to  schedule  changes 
either  by  Ozark  or  other  airlines. 

2.  A  schedule  change  involves  changes  in  flight  numbers,  flight 
times,  frequency,  cancelled  flights  and  rerouted  flights  that 
affect  a  passenger's  online  or  interline  itinerary. 

When  a  schedule  change  affects  an  OZ  segment,  the  segment 
is  automatically  modified  and  the  controlling  city  is  advised 
for  passenger  notification  to  be  accomplished.   In  those  cases 
where  analysis  of  the  PNR  Indicates  action  by  another  city,  the 
PNR  will  be  rerouted  to  another  OZ  city  via  Its  confirmation 
queue  or  to  another  airline  by  teletype. 

B.  Responsibilities  CRO/Non-CRO  Cities 

The  queue  agent  retrieving  the  PNR  of  the  passenger  will  notify 
the  passenger  of  the  schedule  change  and  will  make  any  required 
adjustment  of  subsequent  space  as  directed  by  tjhe  passenger.   In 
those  cases  where  the  change  has  caused  a  connection  to  become 
sub-minimum,  the  passenger  roust  be  rebooked. 

C.  Procedures  to  be  used  by  Ozark  Reservation  Office 

Those  agents  assigned  the  Job  of  advising  passengers  will  display 
the  PNR' 8  from  the  schedule  change  queue  using  the  display  from  PNR 
queue  entry  with  the  correct  special  Q  code  number. 

1.  Record  the  schedule  change  Information  In  remarks  and 
note  the  date  passenger  was  called  (month/date/agent  sine 
Is  automatically  recorded).   This  step  Is  Important  to; 
Insure  a  common  understanding  with  the  passenger,  enable 
Ozark  employees  to  keep  the  customer  correctly  advised  on 
subsequent  calls  by  him  or  Ozark,  preclude  letters  of  complaint 
by  being  able  to  immediately  advise  a  customer  of  the  particulars 
in  the  event  of  a  problem,  adjust/change  reservations  and/or 

the  ticket. 

2.  If  your  office  Is  not  In  control  of  the  passenger,  relay  via  Q 
the  "ASC"  to  an  appropriate  alrllne/offlce  that  may  logically 
notify  the  passenger.  E.G.,  Your  city  booked  space  for  a 
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CHAPTER:   600  PAGE  2 

SUBJECT:   RESERVATIONS  PROCEDURES  EFFECTIVE:  12-30-71 

600.23   SCHEDULE  CHANGES  (OZARK) 

C.  Procedures  to  be  used  by  Ozark  Reservation  Office  (Cent) 

passenger  that  was  ARNK  from  your  city  to  the  first  boarding 
city.  A  call  to  the  passenger  to  notify  him  of  the  schedule 
change  results  in  advice  that  the  customer  is  enroute  to  the 
first  boarding  city.   In  this  case,  Q  an  "ASC"  to  the  flrat 
boarding  city. 

D.  Local  Office  Action 

When  passenger  notification  is  completed,  the  following  actions 
are  taken: 

1.  Holding  Passengers 

Any  WK  segments  should  be  removed  from  the  itinerary  using 
the  cancel  segment  entry.   SC  segments  should  be  changed  to 
HK  using  the  change  segment  status  entry  if  the  passenger 
desires  to  hold  the  space.  If  not,  the  SC  segment  should 
be  cancelled.  * 

2.  Listed  Passengers 

Only  those  listed  passengers  with  a  waitlist  priority  will 
be  placed  on  queue  for  notification.   In  the  normal  case, 
the  affected  segment  will  have  a  status  code  of  WL  and  the 
reaccommodation  segment  will  have  the  original  segment's 
status  code.   If  the  passenger  desires  to  retain  the  listed 
segment,  the  agent  will  cancel  the  UL  segment  with  the  cancel 
segment  entry. 


It  is  possible  that  while  the  PNR  Is  on  queue  awaiting  processing, 
the  waitlist  processing  procedure  may  clear  the  passenger  from 
the  waitlist,  in  which  case  the  protection  segment  will  have  the 
status  code  of  KL.   If  the  passenger  desires  to  hold  the  protection 
space,  the  agent  will  change  the  KL  segment  to  an  HK  segment  with 
the  change  segment  status  entry  and  cancel  the  WL  segment.   If  not, 
the  agent  will  cancel  both  the  WL  and  KL  segment  with  the  cancel 
segment  entry. 

Problems  experienced  in  processing  a  schedule  change  should  be 
relayed  to  the  Vice  President  of  Reservations  &  Communications. 
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CHAPTER:   600  PAGE  3      zf 

SUBJECT:   RESERVATIONS  PROCEDURES  EFFECTIVE:   8-29-70 

600.23   SCHEDULE  CHANGES  (OZARK)   (CONT) 

E.   Incoming  OA  Schedule  Changee 

Notification  of  schedule  changes  on  other  airlines  will  be 
received  by  Ozark  on  a  passenger-by-paaaenger  basis.   This 
information  may  be  received  either  via  teletype  or  by  tele- 
phone to  a  local  office. 

Upon  receipt  of  the  advice  by  the  local  office,  the  receiving 
agent  will  display  the  subject  PNR  and  adjust  the  itinerary  to 
reflect  these  changes: 

1.  If  the  segment  involved  ie  simply  cancelled  with  no 
protection  provided  by  the  carrier  involved,  the  status 
of  the  affected  segment  should  be  changed  to  UN. 

2.  When  protection  has  been  provided  for  a  cancelled  segment, 
the  status  of  the  affected  segment  should  be  changed  to  UN 
and  the  protection  segmentCs)  should  be  entered  with  the 
action  code  of  KK. 

3.  If  the  change  involves  only  timeb  and/or  airports,  the 
status  code  of  the  affected  segment  is  changed  to  UN. 
A  new  segment  is  created  reflecting  the  changes  and  is 
entered  with  an  action  code  of  KK. 

Received  From 

When  the  schedule  change  notification  is  received  by  telephone, 
the  received  from  entry  should  be  the  city  code,  airline  code, 
and  the  agent  who  is  notifying  OZ  of  the  change..  If  received 
by  teletype,  the  notifying  city  and  airline  code  will  be  Inserted. 

Routing 

At  this  point,  it  must  be  determined  who  has  control  of  the  pass- 
enger so  that  he  may  be  notified.   If  OZ  is  in  control,  the  PNR 
will  be  entered  on  a  PNR  queue  of  the  city  in  control  with  the 
prefacing  message  ADV  SKED  CHG. 
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CHAPTER:   600 

SUBJECT:   RESERVATIONS  PROCEDURES 

600.23  SCHEDULE  CHANGES  (OZARK)   (CONT) 

E.   Incoming  OA  Schedule  Changea  (Cont) 

Examples! 

Time  Change 

2  OA  14F30OCT  MDWLGA  UN  2  530P  700P 

3  OA  14F300CT  MDWLGA  KK  2  51 5P  645P 

Airport  Change 

2  OA  1AF30OCT  LGAORD  UN  6  lOOP  200P 

3  OA  14F30OCT  JFKORD  KK  6  lOOP  200P 

Flight  Change 

2  OA  14F30OCT  JFKLAX  UN  3  lOOOA  300P 

3  OA  244F30OCT  JFKLAX  KK  3  lOOOA  300P 


PAGE  4 
EFFECTIVE: 


8-29  -70 


END 
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SECTION  Vn  -  REFUNDS  AND  REROUTINGS 


RiruND   -    VOLUNTARY    (Continued) 

(B)      P»r»on    to  Khoa      Rafund    u   ll»de 


•1th    thl 
»Ptlo 


Except   AS   provided   below,    carrier 
ed   ae    the   pasaenger  on   the    ticket. 


Tickets    Refundable 


RZrUND  or  TICKBT8   AS    DE8CIIIBED  BSLO* : 


cell  J 


Under   a    Unlveraal    Air  Travel    Plan    referred    to    in 
Section    III    In   Credit  Plan   Tariff   No.    CP-1.    C  T  C 
(A)    No      43.    CAB      No       116,     Issued   by   Airline   Tar- 
iff   Publishers,    Inc    ,  Agent 


St    a   Transportation    Request    issued    by   a    gover 
agency,    other    than    a   I'.S.    Government    Anenry. 

at    a    U.S.    Governsenl    Transportation    Request 


WILL  BE  HADE   ONLY   TO: 


.  Governoent  Agency  which  Issued 
the  U.S.  Governaent  Transportation  Requ 
•ith  a  check  payable  to  the  "Treasurer 
the    United   States" 


Tickets    for    transportation   via   AL ,TS , AA .BN ,CP ,DL,EA . 
FL,HA,LX,NA,(m,OZ,     RVSOTW    UA    or    WC    lf,Bued    aualnbt 
a   credit    card    referred    to    In    Credit    Plan   Tariff    No. 
CP-1,    C  T.C.(A)    No.    43,    C.A.B.    No.    lie,    issued   by 
Airline   Tariff   Publishers,    Inc.,    Agent. 


edit    card    has    bee 


Exception   2:      Tickets    Refundable    to 

AA.  CP,  CO,  EA,  Nt),  N 
If,  at  the  time  of  purchase,  the  pur 
refund  shall  be  nade ,  refund  will  be 
accordance   with    this    proceduri 
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ble 

to    the    true   passe 

£££ 

ept 

on   3 

(Appllcabl 
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at 

the    t 

ice   of   appll 
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on    be 

half   of    Its 
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will 

be    nade    dire 

t-os 

t    T 

cketi 

(Not   Appllc 

(1) 

A«10unt 

of    Refund 

rder  will    be   dee 


son  Other  Than   Passenger    (Applicable 

PA.    RV.    TZ,    TW.    UA    and    WA . ) 

ser  designates  on  the  ticket  another 

de  to  the  person  so  designated.  A  re 

person  representing  hinself  as  the  pers 


for 


ther 

,  AA  .CO  ,T>  a 

for    refund, 
e   or    the    t ra 

the   employe 

BN) 


sfund . 


valid    refund   and    the 
i^nly) 


only  to  AC,  AL, 

person  to  whoa 
fund  Bade  in 
on  so  designated 


idenre 


IS  subaitted  that  a  company  purchased  tha 
has  aade  refund  to  Its  client,  such 
ly  or  the  travel  agent. 


When  a  passenger  loses  his  ticket,  or  the  unused  portion  thereof. 
Issued  the  ticket  will  make  a  refund  to  the  passenger  in  the  folio 

ppllcable: 


ed,    refund  will   be   an 


unt   equal    to 


(11)    the   p 
as    th 

and   c 


(J)      Appllcatio 


fo 


the    ticket    has   b 
paid  . 

the    ticket    has   been   used,    and 

purchased  a   new    ticket   covering    the   sane    transportation  as 
is   unused   portion   of    the    lost    ticket,    refund  will   be   an  aaount 
and   charges   paid    for   such   new    ticket, 
has    not    purchased   a    new    ticket    covering    the    saae    transportation 
ed    by    the    unused   portion   of    the    lost    ticket,    refund  will    be    an 
to    the    difference   between    the    fare   and   charges   paid  and    the    fare 
ppllcable    to    the    transportation  of   the   passenger  covered   by    the 
d   portion   of    the    ticket . 

Refund 


the  passenger  h 
that  covered  by 
equal  to  the  fa 


(a)   Tlae  Ll.lt 


(Applicable 


3  all  participating  carriers  except  PA)  llafuDd  will  be 
)  above  provided  application  therefor  has  been  aade  not 
the  expiration  data  of  the  loat  ticket. 


(Continued  on  next  page) 
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SECTION  VII— REFUNDS  AND  REROUTINGS 


RiyUHD  -  VOLUHTARY  (Continued) 
(C)   (CoBtlnuad) 

(a)   Appltcatlo 


Refund  (Continued) 


(b) 
(o) 
(d) 


(Not    applicable    to  AC  ,  R»  ,A8  ,AA  ,CP  ,C0  ,BL  ,1A  ,KA  ,  NW.PA  .PW  .    BV.TZ.TWUA    and 
Uon   auat    be    {Had    In   general    offlcaa   of   carrier. 

■uat  be  aade  on   for«a  prescribed  hj  carrier   for 


AppUcatlo 


upon 


Blvlng 


(11) 


(e) 
(f) 


When  Payable . 

(1)         Via   AL,AA,CO,DL,»A  ,NA .PA    PI  .TW    and    UA 
appllcatiOD    for   auch   refund,    subject 

all  other  carriers,  except  AL,AA ,CO,DL,KA ,NA ,PA  ,PI  ,TW  and  UA  refund  will 
be  aade  In  leas  than  four  sonths  after  receipt  of  proof  of  loss,  subject 
(e)    below. 

AC,      N*,    RV.TT  or  KA   will    refund   a    ticket   purchased   under    the 
Uolversal    Air  Travel    Plan   provisions   cootatned    in   Credit    Plan 
Tariff   Mo.    CP-1,    C.T.C.(A)    Ho.    43,    C.A.B.    Ho.    118   upon    recelv- 
IBE  application    for  such   refund,    subject    to  paragraphs    (e)    and 
(f)    belos. 

TT      will    refund   a    ticket    issued   against   a   Transporta- 
tion  Requeat    Issued   bj   a    governsent   agency    upon    receiving  appli- 
cation   for   s«oh   refund,    subject    to   paragraphs    (e)    and    (f)    bslos. 

evlous   Uae   or   Refund        Rsfund  sill   be   aade   only    provided    that    tbs    lost    ticket 

lost    portion    thereof    has   not    previously   been   honored    for   transportation  or 
funded    to   any    peraon. 

will   aake    such    refund   only   provided    that    the    person    to  sboa 


IXCKPTIOW    (1) 


KXClPTIClW    1,2) 


Indeanlty .      Ca 

rsfund    is   sade   agrees,    In   such    fors  aa  aay   be    prsacrlbed   by    the 

Indeanlfy    carrier    for  any    loss   or   damage   which    it    say    sustain   by    reason  of   such 

refund. 
Service   Charge.      The    following   carriera  will    Ispose   a   service   charge,    as   shown  below 
psr   tlckei    for   handling   auch    request    for   refund  of   a    lost    ticket: 


rw,a3,ts,aa'.c6,dl,ea  .FL.HA.NA  .NC.PI 
RV.SO.TT  ,T»  .UA  ,V(A  ,WC 


U.S.    Cur 


$5.00 


Canadla 


Cur 


EXCEmfllL;     (Applicable    to    "^L.^S.RW.TS  ,AA  .CO.DL   «    FL   KA  ,NA    NC   fn.    PA    PI    RV   SO  T.    UA 
^^    ^^^   ^^  only)    no  service   charge   will    be    Imposed    for   Military    passengers 
when    tranaportatlon    is    paid    for   with  a    U.S.    Oovernment  Transportation 
Request    (Form   No.     1169) 

Rerouting   of    Excursion   Fare   Ticket    Due    to    Death   of    Family   Member.(Appllcable   via   PL   or    EA) 
#baD   a   paaaenger   boldlng   a   partially    used   excursion    fare    ticket,    which    la   subject    to  a   alnlaus 
return    llatt,    la    rerouted,    pursuant    to   Rule  385  (C) ,    to    return    ts    the   point    of   origin   prior    to 
tbs   earliest    date    persltted    for   return    travel    under    the    rulea  applicable    to   such  excursion 
fare   because    of    the   death   of   a   assbsr  of    tbs   passenger's    Imsedlate    faally,    carrier  will    sake 
a    refund    to    the    paaaenger  aa    follows: 
(1)      A    refund  will   be   sade    in    the   asount    of    tbs   difference    between    the    fare    paid   for   the    traoS' 

portatlon   used   via    the    revised  routing    and    tbs   excursion    fars    that   would    have   applied    to 

tbs    routing  used    If    the    passenger   had   coaplled  with    the   ainlsuB    return    lislt   applicable 

to  such  excursion    fars. 
(a)      Application    for    rsfund  sust   be   sads   on    forms   prescribed   by   carrier   and  stating   thsrson 

the   oass,    rslatlonsbip  and  date  of  death  of   the  asabsr  of   tbs  passsngwr's  iaasdiats 

fasily. 
(3)      Tbs  tsra  isasdlats   fasily,   as  ussd  in  this   nils,   ssans  spouse,   childrss,    (rsjidehildrsn, 

psrsots,    brottaara,   slstsra,    daugbter/soa-in-Law  and   fatlisr/aatbsr-lD-law . 


oa  p»: 


izt  psgs) 


reference  aarks  and  aysbola  uaed  but  unexplained  hereon,  eee  Page  8. 


lasuiDi      ran  ii,  irrs 

(Prtstsd   ks  U.S.A.) 
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CUSTOMER  SERVICES  MANUAL 

ISSUED:  08-15-73 
EFFECTIVE:  08-15-73 
SUPERSEDES:   05-15-72 


REMOVAL  FOR  OVERGROSS  AND  OVERBOOKINGS 

1,   Ozark's  Reservation  System  ia  designed  to  prevent  overbookings 
and/or  oversales.   Occasionally  overbookl ngs , overgros s  ,  or 
oversales  do  occur  due  to: 


a.  Human  error. 

b.  Aircraft  substitution,  utilizing  equipment  of  lower 
c  apac  i ty  . 

c.  A  deterioration  of  weather  conditions  which  requires 
additional  fuel  on  the  aircraft  or  unexpected  rise  in 
temperatures  which  would  reduce  the  allowable  Take-Off 
Weight  . 

d.  A  temporary  malfunction  of  our  communications  system 
which  may  cause  reservations  to  be  lost. 

When  it  becomes  necessary  to  remove  or  refuse  cargo  and/or 
space  available  passengers  due  to  over gross /overbooking ,  the 
following  shall  be  the  order  of  removal/refusal: 

a.  All  company  material  except  Positive  Co-mat. 

b.  NRSA-pas senger s  as  follows: 

(1)  Class  "5"  -  Interline  Authorizations. 

(2)  Class  "U"  -  APP  or  ASP  Authorizations  traveling  on 
personal  business  or  pleasure. 

(3)  Class  "3"  -  Holders  of  FAA ,  CAB,  or  Post  Office 
travel  authorizations,  when  traveling  on  a  space 
available  basis. 

(1*)   Class  "2"  ■  -  Authorizations  traveling  on  personal 
bus  1 nes  s . 

(5)   Class  "1"  -  Authorizations  traveling  on  company 
bus  1 nes  s . 

NOTE;   Should  more  than  one  person  holding  equal 

classification  be  subject  to  refusal,  check- 
in  time  will  be  the  determining  factor,  the 
agent  will  use  his  best  Judgement  In  determining 
the  passenger  or  passengers  to  be  removed.   Such 
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CHAPTER 
SECTION 
SUBJECT 


3000  -  TICKET  COUNTER  SERVICES  ISSUED: 
III  EFFECTIVE: 

BOARD  INC.  PROCEDURES  SUPERSEDES: 


06-26-7'' 
06-26-7'' 
08-15-73 


REMOVAL  FOR  OVERGROSS  AND  OVERBOOKINGS 


Cont  ) 


fact  or  a  as  previous  removal,  distance  to  travel,  re- 
quirements of  work  schedule,  etc.,  will  be  considered. 
The  decision  of  the  agent  on  duty  will  be  final. 

An  NRSA  on  baard  a  flight  will  not  be  removed  for  a 
local  NRSA  of  equal  or  lower  priority. 

An  NRSA  who  was  removed  or  refused  an  earlier  flight 
will  be  given  priority  over  other  local  boarding  NRSA's 
of  equal  priority. 

Preferential  Mail. 

Air  Freight. 

Air  Express. 

Sub  J  ec  L- ti)-Load  Passengers  (includes  Clergy  Fare). 


3.   If,  after  removal  of  above,  it  has  been  determined  that 
an  overbooking  situation  still  exists. 

a.  Check  with  Operations  to  determine  the  number  of  pas- 
sengers cleared  through  your  station  and  the  number 
of  seats  available. 

b.  Determine  if  any  local  boarding  passengers  reserva- 
tions can  be  cancelled  on  a  thirty  (30)  minute  tick- 
eting time  limit. 

c.  Determine  if  any  local  boarding  passenger's  reserva- 
tions can  be  cancelled  on  the  basis  of  the  ten  (lO) 
minute  minimum  airport  check-in  time  limit. 

d.  Determine  the  number  of  passengers  checked-in  from 
your  Passenger  Name  List  Manifest  (PNL),  and  your 
lifted  flight  coupons. 

e.  If  your  calculations  indicate  that  the  number  of 
through  passengers,  plus  local  boarding  passengers, 

.already  checked-in  with  confirmed  tickets  is  greater 
than  the  number  of  seats  available,  an  oversale  sit- 
uat  ion  exists. 
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CUSTOMER  SERVICES  MANUAL 

CHAPTER:   3000  -  TICKET  COUNTER  SERVICES  ISSUED:         06-26-7'* 
SECTION:   III  EFFECTIVE:      06-26-71* 

SUBJECT:   BOARDING  PROCEDURES  SUPERSEDES:     08-15-73 

C.   REMOVAL  FOR  OVERGROSS  AND  OVERBOOKING  -  (Cont) 

U.       Oversales  -  An  oversale  cannot  occur  until  the  flight  has 

departed  your  station,  leaving  a  checked-in  passenger  hold- 
ing a  confirmed  ticket.   Until  this  occurs,  the  flight  may 
be  "overbooked"  in  that  our  records  indicate  space  will  not 
be  available  for  all  passengers  holding  confirmed  seats. 

Do  not  permit  your  Local  Passengers  to  board  until  the  sit- 
utation  has  been  resolved. 


Selection  of  Passenger  to  be  Denied  Boarding  -  Your 
choice  of  the  overbooked  passengers  will  be  made  from 
the  LOCAL  BOARDir'GS,  as  follows: 

(1)   Non-Revenue  Must  Ride  (NRMR) 

Passengers  that  are  holders  of  positive  trans- 
portation will  be  treated  as  revenue  passengers 
without  special  privileges.   They  will  be  re- 
fused PRIOR  to  the  refusal  of  revenue  passengers, 
unless  the  NRMR  is  traveling  on  such  business  as 
will  affect  the  operation  of  the  Company.   Exam- 
ples of  some  conditions  that  would  make  it  advis- 
able to  board  the  NRMR  ahead  of  revenue  passengers 
are  : 

i)     A  flight  crew  going  to  take  over  the 
operation  of  a  flight. 

li)    A  mechanic  traveling  to  repair  an  air- 
craft that  is  needed  to  continue  the 
operation  of  a  flight. 

ill)   An  official  of  the  Company,  traveling 
on  imperative  business  that  could  not 
be  postponed,  such  as  to  attend  a  hear- 
ing on  behalf  of  the  Company;  meet  with 
city  or  state  officials,  or  other  busi- 
ness of  that  nature. 

NOTE:   The  importance  of  the  NRMR's 
business  will  be  determined 
by  taking  him  aside,  beyond 
the  hearing  of  the  other  pas- 
s  enger s  ,  and  discussing  the 
matter  with  him . 
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CUSTOMER    SERVICES    MANUAL 


CHAPTER 
SECTION 
SUBJECT 


3000-TICKET    COUNTER    SERVICES       ISSUED: 
III  EFFECTIVE: 

BOARDING    PROCEDURE;:  SUPERSEDES 


06-26-71* 
06-26-71* 
08-15-73 


C.   REMOVAL  FOR  OVERGROSS  AND  OVERBOOKINGS 
( 2 )       Local  Revenue  Passengers 


( Cont ■ 


Refuse  passenger(s)  who  will  be  least  incon- 
venienced. 

If  the  oversale  is  not  known  until  the  flight 
is  being  boarded,  the  agent  will  ask  for  vol- 
unteers who  will  remain  behind.   When  there  are 
volunteers,  they  are  still  to  be  given  Denied 
Boarding  Compensation  when  applicable.   When 
there  are  no  volunteers,  the  last  local  passen- 
ger to  check-in  at  the  ticket  counter  (gate,  if 
gate  check-in  is  applicable)  will  be  refused. 
This  selection  is  automatic. 

NOTE :   Local  Passenger  -  One  who  is  beginning 
his  trip  with  the  flight  being  checked 
at  that  time,  not  an  online  or  interline 
connecting  passenger. 

(3)   In  selecting  the  passenger  to  be  refused,  avoid 
the  selection  ol: 

i)  unaccompanied  chi^rlren. 

ii)  elderly  passengers. 

iii)  sick  passengers. 

iv)  incapacitate  passengers. 

v)     passengers  holding  connecting  Interline 
spac  e . 

vi)    passengers  traveling  with  a  group,  i.e., 
tour  group,  musical  group. 

NOTE:   An  agent  will  do  all  possible  to  accom- 
modate  the  Denied  Boarding  Passenger  on 
another  flight,  to  hia  destination  with- 
in two  (2)  hours  of  his  original  sched- 
uled departure. 
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OZARMQmAIRUMES 


CUSTOMER    SERVICES    MANUAL 

CHAPTER:        3000-TICKET    COUNTER    SERVICES       ISSUED:  06-26-7^1 

SECTION:        III  EFFECTIVE:  06-26-7'* 

SUBJECT:        BOARDING    PROCEDURES  SUPERSEDES:  08-15-73 

C.       REMOVAL    FOR    OVERGROSS    AND    OVERBOOKINGS    -     (Cont) 

I*.       Oversales    -    (Cont) 

b .       Approaching    the    Passenger    Selected 


(i: 


In    removing    or    refusing    the    passenger,    be 
tactful    and    courteous. 


(2)  Offer    our    apology    to    the    passenger    for    the 
unfortunate    incident. 

(3)  Present    passenger    with    copy    of    "Notice    of 
Denied    Boarding    Compensation".       Form    CS-531^ 
( Shown    Below ) . 

( I4 )       Refer    passenger    to    Ticket    Counter    (or    Gate 
Check-In)     for    alternate    accommodations    and/ 
or    Denied    Boarding    Compensation. 


OZARK^AIRLINES 

NOTICE    OF  DENIED     BOARDING    COMPENSATION 


Tht  foMowlnfl  "Notic*  of  Denied  Boo'd.ng  Comppniallon'  it  pro- 
vided In  dccotdonce  with  CivM  Aaronoui'Ci  BoQ'd  Economic  Keg- 
ulotioni.  Port  250,  01  omended  by  ER-dSl  ,  Mo,  IS,  \<i7\  ■  Toriffl 
filed  by  Oiorl  Air  Linei  with  ll,e  Ci»l  I  Ae.c.na„f  ici  Boord  provide 
denied  boor  ding  compeniotlon  to  o  poiienqer  I  >o  I  ding  con'Irmedre- 
lerved  ipoce  where  the  flight  foi  which  the  pat)f(igt;i  holds  iuch 
■  pace  Ii  vmble  to  occortimodote  him  and  deporl^  without  him. 
Poltengeri  eligible  for  denied  toordittg  compeniOtion  iholl  he  com- 
pentotedot  the<ateof  100  percent  of  the  .-olueof  the  liiuiemoin- 
Ing  flight  coupon  on  Iheii  ticl.ets  with  o  S200  nto.imum  ond  o  %7i 
minimum.  OZARK  it  required  to  lender  to  each  irjch  pojsenger, 
on  the  doy  ond  ploce  the  denred  boarding  occi<ri,  o  droll  in  the 
amount  ipecified  obove  which,  if  errdoived  and  poid  within  30 
doyl,  Iholl  relieve  OZARK  l,om  holHily  lor  all  clormi  lor  dom- 
ogei  which  might  accrue  to  the  posienger  OS  a  result  of  OZARK 
AIR  LINES'  failure  to  provide  the  posseriger  with  space  on  the 
flight  in  guellion.  Where,  I  Owever,  OZARf  AIR  LINES  arranges, 
for  the  passenger's  convenience,  alternate  meonsof  Iranspottollun 
which  departs  before  the  droft  con  be  prepared  and  tendered  the 
poisenger,    lender  will  be  mode  by  moil  or   other   meons  within    24 


Ify  for  Such 
wllhOZARK 
firnwllon  p„ 
OZARK  s  to 


hon  o   possenger 

ond   be  occeptabi 
ever,  o  passenger 


irmplied  lull; 


lor  tronspoi  tolron  under 
wrol  eligible  for  compen- 
nger  holdsconlirmed  re- 


able 


of  Go 


requisition  of  space  or  substitution  of  equipment  of  lesM'  copac  i*y 
fOf  operational  and  or  vs'ely  'eosont,  (b^  OZARK  AIR  LINES  or- 
(Ongfs  for  eilher  M)  comporable  air  fronjportotion  T  Comporable 
Air  Tfonip<jrlotion"  mcons  transporfotlon  provided  by  oi'  CO'rieri 
oi  foreign  Oil  carriers  holding  ce'iificalei  of  public  convenience 
and  necessity  or  foreign  permits  isiuCd  by  the  Boordl  Or  f2 1  OfKer 
troospni  totion  occepted  (i.e.,  used)  by  the  passenger  whic^i.  o* 
tlie  rirnc-  either  »uch  ofrongemenf  Is  rnode,  is  plonned  to  orr  ive  at 
tluuiipo.1  ("Airpott"  meoni  theoi'port  ot  which  the  dttecforcon- 
neclintj    flight    on  which    the    passenger    holds    confirmed    reserved 


iplo 


irporl 


rng  t 


thot 


tianspul  to 

tion  fo  the  olhet  oirpoi 

-s  occepted  (i.e. ,    used)  by  the 

potterigo' 

1  of  the  powenge'  s  nen 

stopover  Of,  tf  none,  at  iheoir- 

port    ("Ai 

port"  carries  the  some 

meonng  oi  deicr.bed  in  previOui 

porentlies 

es)   of   his  destination  e< 

arlier    thon,     or  not    loter    than    2 

hours  otie 

r,  the  time  the  direct  o 

connecting  flight  onwhichcon- 

firmed  .e 

ervod  space  is  held   is 

lonned    to  orrive,    in  the  cose  of 

interstate  ond  Overseas  oir  tronsportot ion,  or  four  hours  o'tcr  tuch 
time  m  the  case  of  foreign  oir  Ironsportation,  or  (c )  the  poisenger 
is  occommodoled  on  the  flight  for  which  he  holds  confirmed  r»- 
lei  ved  space,  hut  is  offered  occ  ommodotions  or  is  leated  in  a  sec- 
lionof  rheolrcfoft  other  than  that  specified  in  his  fict>ei  ot  nocK- 
Pio  chorge:  Provided,  that  o  possenger  seated  in  o  section  for  which 
a  lower  fore  isrharged  shall  be  entitled  to  on  opproprlote  refund. 
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CHAPTER 
SECTION 
SUBJECT 


3000  -  TICKET  COUNTER  SERVICES 

III 

BOARDING  PROCEDURES 


CUSTOMER  SERVICES  MANUAL 

ISSUED:  08-01-71* 
EFFECTIVE:  OS-Ol-Tl* 
SUPERSEDES:   oi*-15-7l* 


DENIED  BOARDING  PROCEDURES 

Tariffs  filed  by  Ozark  Air  Lines  with  the  Civil  Aeronautics 
Board  provides  "Denied  Boarding  Compensation"  to  a  passenger 
when  we  are  unable  to  accommodate  him  on  a  flight  for  which 
he  holds  confirmed  reservations  and  the  flight  departs  with- 
out him. 

Procedures  set  forth  by  Ozark,  in  accordance  with  these  tariff 
rules  are  as  follows: 

1.  Ozark  is  required  to  pay  each  denied  passenger  on  the  day 
and  place  that  the  denied  boarding  occurs  a  draft  in  the 
amount  specified  in  Paragraph  Three  (3)  which,  when  en- 
dorsed and  paid,  shall  relieve  Ozark  from  liability  of 
all  claims  for  damages  which  might  accrue  to  the  uassen- 
ger  as  a  result  of  Ozark's  failure  to  provide  the  passen- 
ger with  space  on  the  specified  flight. 

NOTE :   Should  onward  transportation  be  arranged  for  the 
passengers  convenience  before  the  draft  can  be 
prepared  and  given  to  the  passenger,  the  draft 
must  be  mailed  to  the  passenger  within  2^4  hours. 

2.  In  order  to  qualify  for  denied  boarding  compensation,  a 
passenger  must  have  complied  fully  vlth  Ozark's  require- 
ments as  to  ticketing  and  check-in  procedures  and  must 
be  acceptable  for  transportation  under  Ozark's  tariff. 

3 .  Amount  of  Compensation 

Passengers  eligible  for  denied  boarding  compensation 
MUST  BE  compensated  at  the  rate  of  one'  hundred  percent 
(10055)  of  the  value  of  the  first  remaining  flight  cou- 
pon on  their  tickets  with  a  maximum  of  $200.00  and  a 
minimum  of  $25-00. 

For  the  purpose  of  this  rule,  the  value  of  the  first 
remaining  flight  coupon  of  the  ticket  shall  be  the 
applicable  one  way  fare  or  fifty  percent  (30%)    of  the 
applicable  round  trip  fare,  as  the  case  may  be,  in- 
cluding any  surcharge,  less  any  applicable  discount. 
THE  8%    U.  S.  TRANSPORTATION  TAX  DOES  NOT  APPLY. 
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0ZARSl(^AmUS)3ES 


CHAPTER 
SECTION 
SUBJECT 


CUSTOMER  SERVICES  MANUAL 

3000-TICKET  COUNTER  SERVICES   ISSUED:       08-01-7|* 
III  EFFECTIVE:    08-01-7U 

BOARDING  PROCEDURES  SUPERSEDES:   OU-15-73 


D.   DENIED  BOARDING  PROCEDURES  -  (Cont) 

3.   Amount  of  Compensation  -  (Cont) 

EXAMPLES : 

a.   Passenger  is  denied  bn  Chicago  -  Peoria  flight. 
Compensation  due: 


Chicago  -Peoria  fare 
Security  Surcharge 


TOTAL 


$23.15 
$  -59 
$23.7'* 


As  this  is  less  than  $25.00,  the  minimum  $25-00 
payment  would  apply. 

Passenger  is  denied  Saint  Louis  -  Milwaukee. 
Compensation  due: 


Saint  Louis  -  Milwaukee  fare 
Security  Surcharge 


TOTAL 


39.81 
$U0. uo 


The  total  Denied  Boarding  Compensation  due  is 
$1*0.  1*0. 

Adult  Passenger  and  Child  traveling  on  a  Group 
Ticket  Saint  Louis  -  Milwaukee  are  denied. 
Compensation  due: 


Saint  Louis  -  Milwaukee  fare  (Adult) 

Child's  fare 

Sub  Total 

■t-  2  Security  Charges 


$39.81 
$26.85 
$66.66 
$  1.18 


TOTAL 


TuEV 


The  total  compensation  due  is  related  to  the 
Child's  Fare  discount.   As  this  is  a  Group  Tic- 
ket, it  is  subject  to  the  discount  though  the 
security  surcharge  is  not.   Passengers  traveling 
together  on  separate  tickets  are  subject  to  com- 
putations as  in  a.  and  b. 
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CUSTOMER  SERVICES  MANUAL 


CHAPTER 
SECTION 
SUBJECT 


3000  -  TICKET  COUNTER  SERVICES 

III 

BOARDING  PROCEDURES 


ISSUED: 

EFFECTIVE: 

SUPERSEDES 


08-01-Ti* 
O8-OI-7U 
OU-15-71* 


DENIED  BOARDING  PROCEDURES 
I4  .   Exceptions 


(Cont 


The  passenger  WILL  NOT  BE  ELIGIBLE  for  "Denied  Boarding 
Compensation"  if: 

a.  The  flight  upon  which  the  passenger  holds  confirmed 
reservations  Is  unable  to  accommodate  him  because  of: 

1)  Government  requisition  of  space. 

2)  Substitution  of  equipment  of  lesser  capacity  when 
required  by  operational  and/or  safety  reasons. 

b .  Ozark  arranges  for  alternate  means  of  transportation 
which  is  planned  to  arrive  at  passenger's  next  point 
of  stopover  or  destination,  within  two  (2)  hours  from 
the  scheduled  arrival  of  the  passenger's  confirmed 
flight . 

For  purposes  of  clarification,  the  definition  of  "stop- 
over" Is,  a  deliberate  interruption  of  a  Journey  by  the 
passenger,  agreed  to  In  advance  by  the  airline  at  a 
point  between  the  place  of  departure  and  the  place  of 
destination . 


EXAMPLE :   Passenger  holds  round  trip,  confirmed 
reserations,  Ozark  from  SPI  to  ORD 
connecting  with  American  from  ORD  to 
LGA.   Passenger's  point)  of  stopover 
is  LGA,  while  his  destination  would 
be  SPI  on  the  return  portion. 

REMEMBER :  If  new  planned  arrival  is  not  within 
two  (2)  hours  of  original  arrival  the 
passenger  must  be  given  Denied  Boarding 
Compensat  ion. 

-^  NOTE :      Passengers  denied  boarding  due  to  over- 
gross  Including  fuel  requirements  are 
eligible  for  compensation. 


2083 


OZARK  AIR  l.INhS,  INC. 
APPENDIX  X 
PAGE  9  OF  9 


08-15-73 


PASSENGERS  DENIED  CONFIRMED  SPACE 


STATION DATE 


FLIGHT BOOKED  ON  BOARD 


L.   Number  of  passengers  who  received  Denied 
Boarding  Compensation,  per  tariff  rule. 


Number  of  passengers  who  were  qualified 
for  Denied  Boarding  Compensation,  but 
did  not  accept  such  compensation. 

NOTE :   If  any  passengers  qualified  for 

Denied  Boarding  Compensation  were 
not  offered  compensation,  attach 
a  statement  as  to  the  number  of 
such  passengers  and  an  explana- 
tion of  why  the  offer  was  not 
made . 


Number  of  passengers  who  were  denied 
boarding,  but  did  not  receive  compen- 
sation due  to  exceptions  in  tariff 

rule  : 

a.  Government  requisition  of  space. 

b.  Substitution  of  equipment. 

c.  Alternate  arrangements  are  made 
that  will  get  the  passengers  to 
his  destination  within  the  limiti 
provided  for  in  the  tariff  rule. 

Total  of  1.,  2.,  and  3.  above. 


5.   Reasons  for  oversale,  overgross,  etc.  -  (REMARKS) 


(Signature  o<  Agent ] 
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OXMRKQfMRUHBS 


INTERRUPTED    TRIP   ADVICE 


Wo  regret  thut  your  Irlp  has  been  interrupletl  or  dela 
erallng  clrcumaluncea.  Although  OZARK  lnlcn<ld  evei 
reach  hia  Ue«ltn«Uon  on  aihedule,  ihere  are  fanor*  m 
air  traffic  delays,  or  unforaeen  niechanical  JltflcuU 
prevent  the  Hccompllahmenl  of  ihia  objertivf.  We  tn 
prei'Ute  our  deatre  to  opt-rale  fUghin  only  under  ihoae 
which  tnaure  ihe  aafely  and  comfort  of  our  pusafngera 


ung 


pllcable  when  Ihe  paaaeng 
COMMUNK  A  nONS:      Oze 


1  rilr 


an  Ozark  Agent  for  Inforir 


GROUNU  IRANSl-OHTATION:  Or  a  r 
tranaportfltlon  auch  aa  e  laxl  or  lltnoi 
to  a  hotel  Ozark  does  not  aaaume 
ground  tranaportal 


i  not  aadume  Italtilliy  for  inter*clly  alternate 
)  your  deatlnation.  A  voucher  for  tranaporta- 
om  an  Ozark  Agent. 


xceed  24  hour 


Pie 


OVKRNIGHT  ACCOMMODATIONS:  When  a  paaaenger'a  delay  ts  ex- 
pected  to  exceed  4' hours  and  extend  Into  the  time  peHod  of  10:00  PM 
to  6:00  AM.  Ozark  will  provide  overnight  accommodations  for  paa- 
aengera  not  domtcllled  In  the  area  where  the  Interruption  occurs.  A 
voucher  should  be  obtained  from  an  Ozark  Agent. 


AKHONAirriCS 

g  umenlliea  and 

REFUND:     If  you  desire    to  continue  your  trip  Immediately,     prior  to 

leared  to  board 

the  next  scheduled  airline  service.    Ozark  will  provide  a  refund  equal 

e  generally  ap- 

to  the  value  of  air  transportation  from  the  point  of  Interruption        to 

xreed  4  houra. 

your  destination.        The  refund  may  be   utilized    lo  obtain     alternate 

transportation.      An  Ozark  Agent  will  aaslat  you  with  information  re- 

tance telephone 

garding  rental  cara,    bus  and/or  train  schedules. 

ne  atralght  tele- 

NOTE;     Often  pasaengera  are  able  lo   "pool"  their  refunds   to  defray 

ontinental  U.   S. 

the  coat  of  unscheduled  transportation     Consult  an  Ozark  Agent    for 

a  public     tele-' 

your  refund  and  asslatance. 

m  needed  to  bll] 

The  foregoing  amenities  may  vary  at  different  locations  according  to 

circumatances  and  the  aervlcea  available.       Please  consult  an  Ozark 

itru-i  Ity  ground 

Paaaenger  Service  Agent  for  delalla.    Written  Inqulrfes  regarding  the 

Direclor,  Consumer  Affairs 
Oiark  Air  Lines.  Inc. 
Lambert  Field 
St.  Loula.  M  laaourl    6314S 
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CIVIL  AERONAUTICS  BOARD 

WASHINOTON.  O.C    20428 


AIR  MAIL 

Mr.  Edward  J.  Crane 

Pr e  s  ident 

Ozark  Air  Lines,  Inc. 

Box  6007 

Lambert  Field 

St.  Louis,  Missouri  631^+5 

Dear  Mr.  Crane: 

You  are  undoubtedly  aware  of  the  April  13,  1972  Consumers  Union 
press  conference  on  a  May  issue  Consumer  Reports  article  entitled,  "How 
airlines  overcharge  on  connecting  flights."  The  Board  is  seriously 
concerned  about  the  allegation  that  large  numbers  of  passengers  may  be 
overcharged  on  connecting  services.  For  that  reason  all  U.S.  scheduled 
route  carriers  are  directed  to  investigate  their  practices  and  experience 
with  respect  to  interline  sales  and  to  report  promptly  to  the  Board  the 
results  of  that  investigation  and  such  corrective  action  as  has  been 
taken. 

Your  investigation  should  cover  each  of  the  following  specific 
points : 

a.  What  are  the  current  carrier  procedures  for  determining 
applicable  interline  fares  from  published  tariffs? 

b.  How  are  these  instructions  disseminated  to  carrier  personnel 
and  travel  agents? 

c.  What  sources  do  ticket  sellers  and  travel  agents  have  at 
hand  to  determine  applicable  interline  fares? 

d.  What  post  audit  procedures  are  followed  to  determine  the 
accuracy  of  charges  made  and  what  action  is  taken  with 
respect  to  over/under  charges? 

e.  What  passenger  records  are  retained  after  ticket  sales  in 
order  to  make  such  adjustments  as  may  be  necessary  (name, 
address,  telephone  number)? 
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f.  Each  carrier  is  directed  to  audit  all  tickets  sold  on 
any  one  weekday  during  the  week  of  April  9-15,  1972  for 
one  large  hub  point,  one  medium  hub  point,  and  one  small 
hub  point  and  to  submit  a  report  as  follows: 

1.  Total  tickets  sold. 

2.  Total  interline  tickets  sold. 

3.  Total  interline  tickets  sold  at  published 
joint  fares  and  total  sold  at  constructed  fares. 

4.  As  among  constructed  fare  interline  tickets, 
determine  number  correct  and  number  in  error,  (Of 
total  constructed  fares,  indicate  the  number  of 
fares  constructed  (1)  by  using  a  combination  of 
fares  of  the  same  or  different  classes  of  service, 

(2)  by  using  the  more  distant  point  concept,  and 

(3)  by  determining  the  fares  in  accordance  with 
Rule  85(D)  of  ATP  CAB  No.  142.   Indicate  the  number 
of  over/under  charges  by  construction  category  and 
the  average  dollar  amount  of  the  over/under  charges 
by  construction  category.) 

5.  As  to  constructed  fares  found  to  be  in  error,  state 
what  corrective  action  has/will  be  taken. 

6.  Submit  suggestions  on  what  steps  are  contemplated 
or  suggested  to  prevent  recurrence  of  the  kinds 
of  errors  found. 

7.  Submit  such  other  general  comments  on  this  problem 
as  may  be  deemed  pertinent. 

A  final  report  should  be  submitted  to  the  Board,  attention  Director, 
Bureau  of  Economics,  by  May  1,  1972. 

In  the  interim,  the  Board  believes  the  carriers  will  wish  to  assure 
the  traveling  public  that  they  are  considering  corrective  measures  to 
insure  that  all  passengers  are  charged  tariff  fares  and  that  all  claims 
or  requests  for  review  of  interline  charges  will  be  promptly  handled. 


Sincerely, 


Chairman 
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April  27,   1972 


Mr.  Robert  Sherer 

Director 

Bureau  of  Economics 

Civil  Aeronautics  Board 

1825  Connecticut  Avenue    N.  W. 

Washington,  D.  C.     20428 

REFERENCE:    B-1-63 
Dear  Mr.  Sherer: 

In  response  to  Mr.  Browne's  letter  of  April  19,   1972,  Ozark 
Air  Lines  has  conducted  the  requested  survey  of  interline 
tickets,  the  results  of  which  are  tabulated  in  Appendix  A. 
Following  are  responses  to  those  specific  areas  of  inquiry 
as  listed  in  the  above  referenced  letter. 

a.      Ozark's  current  procedures  for  determining  applicable 
interline  fares  are  based  soley  on  official  tariffs  on 
file  with  the  Civil  Aeronautics  Board.     These  procedures 
apply  equally  to  ticket  counter  agents  and  reservations 
personnel. 

Ozark's  airport  ticket  counter  personnel  have  direct 
physical  access  to  the  various  rules  and  rate  tariffs. 
Reservations  personnel  have  access  through  our  fare 
desk  which  maintains  tariffs  and  is  staffed  with  personnel 
trained  in  this  specific  activity.     All  field  personnel  also 
may  use  this  service. 
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b.  Carrier  personnel  are  instructed  In  the  use  of 
tariffs  by  a  variety  of  methods  including  on-the-job 
training,   classroom  instruction,  periodic  bulletins 
from  the  Tariff  Department,   and  training  bulletins. 
With  specific  reference  to  interline  joint  fares, 
many  stations  maintain  a  "ready  reference"  for 
their  station  based  upon  origin  and  destination 
experience.     The  "ready  reference"  often  includes 
back-up  and  more  distant  point  fares  for  passengers 
originating  at  that  location. 

Travel  agents  of  the  carrier  are  required  to  maintain 
official  tariffs  and  demonstrate  proficiency  in  their 
use.     Further,  Ozark  does  offer  support  in  terms 
of  participation  in  tariff  training  classes  conducted 
by  other  carriers  and  on-site  training  by  Ozark 
personnel.     Also,  the  fares  desk  in  our  Central 
Reservations  Office  often  rates  itineraries  for 
travel  agents    and  they  are  encouraged  to  utilize 
this  service. 

c.  Sources  for  determination  of  applicable  interline 
fares  are  as  indicated  in  a  and  b  above. 

d.  Ozark  Air  Lines  currently  audits  every  interline 
ticket  to  determine  if  the  correct  fare  was  charged. 
Approximately  two-thirds  of  Ozark's  tickets  are 
issued  on  credit  transactions.     Corrections  are 
made  to  eliminate  overcharges  on  this  type  of 
ticket.     The  single  error  made  during  the  survey 
period  had  already  been  corrected  and  tlie  customer's 
charge  document  changed  accordingly  prior  to  the  survey 

as  a  result  of  Ozark's  routine  audit  procedure.     Undercharges 
are  generally  absorbed  by  the  carrier  as  collection 
efforts  are  rarely  successful. 
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e.  Ozark  presently  maintains  passenger  name  records 
for  60  days  in  computer  storage.     These  records 
generally  indicate  name  and  telephone  number. 
Auditors  coupons  are  maintained  for  substantially 
longer  periods  of  time  and  on  occasion  would  have 
pertinent  information  which  might  be  used  to  contact 
the  customers. 

f.  See  Appendix  A  for  Items  1  through  5. 

6.  Ozark  routinely  notifies  ticketing  personnel 
of  all  types  of  discrepancies  for  corrective 
training  with  reports  of  corrective  action 

•  submitted  by  the  location  making  the  error. 

7.  Also,  Ozark  is  currently  reviewing  an  automated 
fare  construction  and  ticketing  program  which 
would  effectively  eliminate  the  human  error  factor 
within  the  parameters  of  the  present  applicable 
tariffs. 

Ozark  Air  Lines  assures  the  Board  that  intensive  efforts  are 
being  made  to  correct  the  problems  inherent  in  our  domestic 
fare  structure  in  the  areas  of  both  on-line  and  interline  fares. 
We  would  suggest  that  while  the  back-up/further  point  aspect  of 
joint  fares  is  a  problem,  the  incidence  of  applicability  of  these 
types  of  fares  is  very  small  in  relation  to  total  tickets  written. 
Only  4  of  60  interline  tickets  during  the  survey  period  used 
this  type  of  fare  (6.  7%),   and  all  were  correct. 

We  trust  the  foregoing  information  will  be  of  assistance  to  the 
Board  in  determining  the  scope  of  the  matter  in  question  and  is 
'  responsive    to  the  substantive  issues  raised. 

Sincerely, 

0...      •    ■ 

E.  J.  Crane 
President 

EJC/r 

Encl/Appendix  A 
..-.  /    :.,r,  i\ol,ars      I'Jlr,  Uojc      I.  r .  tiAauv>n      V.r.  sVei.ii-.asr 
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OZARK  AIR  LINES  -  INTERLINE  TICKET  SURVEY 


I 


SURVEY  DATA 
SURVEY  LOCATION 

1.  Total  Tickets  Sold 

2.  Total  Interline  Tickets  Sold 

3.  Interline  Tickets  Sold  At: 

a.  Published  Joint  Fares 

b.  Constructed  Fares 

4.  Constructed  Fare  Interline 

Tickets: 


April  12.    1972        April  12.    1972        April  12.    1972 


Chicago 
336 
26 


2 

24 


Correct 
In  error 

Type  of  Construction 
1.     Combination  of  fares  for 
same  or  different  classes 
of  service 
I,     More  Distant  Point 
3.     Maximum  Fare  Rule 

Construction  Category  (Errors) 

1.  Combination  of  fares 

(a)  Over/Under  Charges 

(b)  Average  Dollar  Amount 

2.  More  Distant  Point: 

(a)  Over/Under  Charges 

(b)  Average  Dollar  Amount 

3.  Maximum  Fare  Fule 

(a)  Over/Under  Charges 

(b)  Average  Dollar  Amount 


23 
1 


24 
0 

0 


1 


*20.  00 


Sioux  City 
101 
33 


11 
22 


22 

0 


18 

4 
0 


Louisville 
18 
1 


Ticket  issued  on  charge  document.     $20,  00  overcharge  was  corrected  by 
routine  audit  and  customer's  initial  billing  will  be  correct.     (Corrective 
action  was  taken  prior  to  survey. ) 
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WASHINGTON.  O.C.     2042B 


B-63a 


iV.'^-'Oy^^^   15,  1972 
•''f-.'Cp    ' 


AIR  MAIL 

Mr.  Edward  J.  Crane 

President 

Ozark  Air  Lines,  Inc. 

Box  6007 

Lambert  Field 

St.  Louis,  Missouri  631U5 

Dear  Mr.  Crane: 

The  Board  Is  currently  studying  the  data  provided  in  response  to 
the  Chairman's  letter  of  April  19,  1972,  regarding  Interline  sales  and 
practices.   To  assist  us  in  our  review,  we  ask  that  you  provide  the 
following  additional  information  at  the  earliest  possible  date: 

1.  In  those  instances,  if  any,  where  incorrect  fares  were  charged, 
the  market,  routing,  correct  fare,  incorrect  fare  charged,  fare  basis 
used  (i^.e.  ,  published  joint  or  construction  technique  applied),  and  the 
proper  fare  basis  (where  a  point  beyond  or  "hidden  city"  applies  please 
specify) ; 

2.  Your  most  recent  estimate  (percent),  covering  a  representative 
time  frame,  of  interline  sales  to  total  ticket  sales,  indicating  the 
period  on  which  the  estimate  is  based. 

For  your  Information,  it  is  our  Intention  to  make  the  data  requested 
heteln  and  that  which  was  previously  submitted  available  for  public 
inspection. 

Sincerely  yours, 


Rbbert  J.  S^rer 


Director, 

Bureau  of  Economics 
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FILE  COPY 
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Mr.  Robert  Sharer 

Director 

Bureau  of  Economies 

Civil  Aeron&utlcB  Board 

1025  Connecticut  Avenue,  N,  W, 

Washlni^ton.  D.  C.      20428 

RBFERENFCEt    B-63a 
Dear  Mr.  Sherert 

We  have  received  your  letter  of  June  19,  1972,  requesting 
additional  Information  regarding  our  survey  of  Interline 
tickets  Issued. 

Please  refer  to  Appendix  A  tA  our  letter  of  April  27,  1072. 
You  will  note  that  the  single  Interline  ticket  error  fell  in 
category  4  (constructed  fares).    This  resulted  in  a  $20.00 
overcharge  which  was  corrected  prior  to  bilUnii;  through  a 
routine  ticket  audit.    The  customer's  char^-je  document 
(ATP  Account)  waa  also  corrected  and  hie  Initial  billing  was 
for  tha  proper  amount.    (■>oo  Attachment  A), 

In  response  to  question  two,  Ozark  cannot  Bupply  data  regarding 
the  number  of  Interline  tlckota.    However,  we  can  show  the 
porcenta;;e  of  interline  salca  in  terms  of  dollaria  for  any 
representative  porlod,    V.e  have  choiicn  the  year  1071.     A 
complctu  breakdown  by  month  li  contalnod  In  Attochroent  D. 
The  43.3  percent  estimate  for  1971  Is  representative  and  generally 
rcflocta  tlie  current  results  for  I972t 


I 
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January 
February 
March 
AprU 


44.9 
44.6 

42.9 
42.3 


We  trust  this  Is  the  infonaatlon  you  require. 

Sincerely, 


EJC/Jr 

raw 

AttaciimentsZ-S 

bcc/      Mr.  Paul  Rodgers 
Mr.  A.  J.  Rose 
Mr.  Darryl  Welshaar 


i-y. 


E.  J.  *>..-.ia 


E.  J.  Crane 
President 
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ATTACHMENT    A 


INTERLINE  TICKET  ERROR 


TICKET  NUMBER  041-411-892-917 

SALES  DATE  April  12,    1972 

LOCATION  Chicago  -  O'Hare 
ROUTING 


FARE  CHARGED 


NOTE:         Error  was  In  totalling  of  point-to-point  fares  in 
fare  calculation  box. 

CORRECT  FARE  $71.00 

NOTE:        Charge  document  accompanied  ticket  and  was  revised 
to  reflect  correct  fare  of  $71.00,  thus  eliminating 
the  $20.00  error  in  addition. 


ORD-SPI 

oz 

SPI  -STL 

oz 

STL-MKC 

TW 

ORI3-SPI 

$26. 

00 

SPI-STL 

$18. 

00 

STL-MKC 

$27. 
$91. 

00 

TOTAL 

00 
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ATTACHMENT    B 
INTERLINE  TICKET  SALES  -  1971 

MONTH 

JANUARY 

FEBRUARY 

MARCH 

APRIL 

MAY 

JUNE 

JULY 

AUGUST 

SEPTEMBER 

OCTOBER 

NOVEMBER 

DECEMBER 

TOTAL  43.8 


PERCENT  OF 
TOTAL  SALES 

44 

2 

44 

8 

42. 

7 

41. 

6 

40. 

6 

43. 

1 

44. 

5 

42. 

6 

43. 

3 

42. 

9 

41. 

6 

46. 

0 
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Mr.  Edward  J.  Crane  \    *>^ 


Mr.  Edward  J.  Crane 

President 

Ozark  Air  Lines,  Inc. 

Box  10007 

Lambert  Field 

St.  Louis,  Missouri  631A5 

Dear  Mr.   Crane: 


AERONAUTICS  BOARD 

D.C.    Z04Ze 


I nirm  Rcm.v  TOi     B-l-63a 


SEP  2V  1372 


As  you  are  aware,  on  July  12,  1972,  the  Board  released  the 
preliminary  results  of  its  survey  of  the  scheduled  air  carriers'  joint 
fare  ticketing  practices  (Press  Release  CAB  72-138).   Because  of  the 
substantial  number  of  errors  in  fare  construction  which  the  survey 
revealed,  the  Board  directed  its  staff  to  continue  its  review  of  the 
matter  and  indicated  that  it  would  consider  the  adoption  of  rules 
requiring  specific  publication  of  a  greater  number  of  joint  fares. 

At  that  time,  the  Director  of  the  Bureau  of  Economics  requested 
carriers  to  provide  a  further  analysis  of  the  construction  errors  in 
order  to  determine  their  cause.   These  data  wore  supplied  and  have 
now  been  analyzed  by  the  staff. 

Errors  in  construction  of  joint  fares  stem  from  a  number  of 
causes,  including  failure  to  use  a  published  fare  for  a  higher  class 
of  service,  construction  over  the  wrong  intermediate  point,  and  simple 
arithmetic  mistakes.   Such  errors  simply  should  not  occur.   By  far  the 
most  frequent  cause  of  error  is  incorrect  application  of  the  rules 
requiring  that  a  joint  fare  be  held  to  the  level  applicable  to  a  more 
distant  point  or  be  constructed  by  use  of  the  so-called  "hidden  city" 
rule.   Failure  to  apply  tlicse  rules  results  in  most  cases  in  overcharges 
to  the  customer.   The  Board  nevertheless  believes  that  ttiese  rules  are 
necessary  under  the  present  fare  structure  since,  without  them,  many 
passengers  would  be  required  to  pay  a  higher  fare  and  fare  inequities 
would  be  created  which  would  raise  serious  questions  of  discrimination, 
preference,  and  prejudice. 
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A  number  of  proposals  are  pending  before  the  Board  in  Phases  4  and 
9  of  the  Domestic  Passenger  Fare  Investigation  which  would  reduce  or 
eliminate  the  instances  in  which  the  construction  rules  now  apply  by  the 
use  of  a  uniform  formula  for  both  single-carrier  and  interline  fares. 
Whether  such  proposals  represent  a  proper  solution  to  the  problem  is  a 
complex  matrer  which  must  await  Board  determination  in  the  DPFI. 

In  the  meantime,  the  gravity  of  the  problem  cannot  be  over-emphasized. 
These  overcharges  constitute  prima  facin  violations  of  section  403  of 
the  Act.   Sucli  violations  must  not  and  will  not  be  tolerated,  and  would 
be  substantially  eliminated  by  specific  publication  of  more  fares  in  the 
tariffs.   However,  to  date  we  have  seen  little  evidence  of  efforts  by 
the  carriers  in  this  direction,  or  otherwise  to  resolve  the  problem. 

The  Board  believes  it  imperative  that  the  carriers  undertake 
Immediately  to  publish  joint  fares  which  require  use  of  either  of  the 
two  construction  rules  mentioned  above.   Wliile  correct  application  of 
the  two  rules  may  require  the  talents  of  an  experienced  and  knowledgeable 
ticket  agent,  clearly  these  efforts  once  expended  sliould  not  be  lost  to 
the  system.   To  the  contrary,  they  should  be  preserved  by  inclusion  of 
that  fare  calculation  in  the  carriers'  fare  quotation  systems  and  in  the 
tariffs.   In  our  opinion,  a  program  of  specific  publication  of  joint 
fares  along  these  lines  need  not  await  identification  of  all  instances  ' 
in  which  the  two  rules  apply.   Indeed,  the  obvious  need  for  prompt 
corrective  action  suggests  that  specific  publication  must  proceed  on  a 
continuing  basis  as  the  fares  are  used  and  identified.   As  a  first  step, 
the  Board  expects  the  carriers  to  publish  all  single  sum  joint  fares 
involving  first-class,  coach  and  sing]e  class  servide,  which  are 
affected  by  the  point  beyond  and  hidden  city  construction  rules  for 
each  and  every  routing  where  the  traffic  volume  currently  averages  one 
or  more  passengers  per  day.   We  will  expect  such  filings  within  60  days. 

The  Board  would  also  appreciate  receiving  a  report  within  30  days 
on  tlie  steps  which  your  company  has  taken  to  provide  more  comprehensive 
training  for  ticket  agents  and  to  utilize  automated  fare  quotation 
systems  more  effectively,  two  areas  in  which,  as  we  have  previously  said, 
improvement  is  necessary. 

Sincerely, 


3-c^O^ 


Chairman 
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OZARK  AIR  LINES 

October  13,   1972 


Mr.  Secor  D.  Browne 

Chairman 

Civil  Aeronautics  Board 

1825  Connecticut  Avenue    N.  W. 

Washington,  D.  C.      20428 

Dear  Chairman  Browne: 

We  have  received  your  letter  of  September  27,   1972,  regarding 
joint  fare  ticketing  practices.    (Reference  B-1-63A) 

Ozark  shares  the  Board's  concern  with  ticketing  practices  and 
the  effect  on  the  consumer  and  the  carriers  in  relation  to 
overcharges  and  undercharges.     We  agree  that  the  board 
and  the  industry  should  make  every  possible  effort  to  insure 
compliance  with  Section  403  of  the  Act  and  Ozark  has  taken 
positive  action  in  several  areas. 

In  response  to  your  letter  of  April  19,    1972,  Ozark  conducted 
the  "Three-hub  Survey"  requested  and  reported  the  results  to 
Mr.   Sherer  on  April  27th.     The  results  of  that  survey,  which 
involved  60  interline  tickets  indicated  that  in  every  case  where  a 
"point  beyond"  or  "back-up"  fare  was  involved,   the  ticket  was 
written  correctly.     Further,   in  our  additional  report  of  June  20, 
1972,   the  one  arithmetical  error  was  explained  in  detail  and  it 
was  noted  that  the  fare  had  been  adjusted  and  the  passenger 
charged  the  correct  amount  on  the  initial  billing  to  his  credit 
card, 

Ozark  has  been  aware  of  the  possibility  of  errors  in  ticketing. 
Prior  to  your  letter  of  April  19th  Ozark  was  already  reviewing 
an  automated  fare  quote  and  ticketing  system,   "Computic.  " 
This  system  was  placed  on-line  on  September  26,    1972  and 
is  now  being  used  as  a  basis  for  quoting  a  significant  number  of 
fares. 
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Modifications  to  the  'tomputic"    program  are  now  in  progress 
and  its  capabilities  will  be  substantially  expanded  in  the 
coming  months.    At  present,  the  system  is  quoting  direct 
fares  and  published  joint  fares.     Shortly  after  November  1,    1972, 
we  will  have  the  ability  to  construct  joint  fares  in  accordance 
with  Rule  85  (J).     Selected  locations  will  have  the  ability  to 
produce  computer  written  tickets  on  or  about  November  15,    1972, 

Ozark  is  presently  compiling  a  list  of  all  known  "back-up" 
or  "point  beyond"  fares  which  will  be  stored  for  reference 
in  our  reservations  computer.     Some  of  these  "hidden  city" 
fares  are  already  in  our  system  and  more  are  being  added 
on  a  continuing  basis  as  various  stages  of  our  city-pair 
analysis  are  completed. 

In  conjunction  with  Ozark's  city-pair  analysis  which  will 
include  approximately  160,000  city-pairs,  we  will    participate 
in  an  Airline  Tariff  Publishers  project  designed  to  identify 
and  publish  as  a  part  of  the  Joint  Passenger  Fares  Tariff 
those  known  "hidden  city"  fares.     A  meeting  for  the  purpose 
of  determining  the  method  of  publication  will  be  held  November  1 
and  2  with  Ozark  participating.     Airline  Tariff  Publishers 
has  indicated  that  with  proper  input,   "hidden  city"  fares  can  be 
published  on  December^    1972,   with  an  effective  date  of 
January  1,    1973. 

In  addition  to  the  above,  Ozark  has  pursued  a  continuing  program 
of  evaluation  of  ticketing  performance  and  training  to  correct 
errors.     In  an  effort  to  determine  the  effectiveness  of  our 
ticketing,  we  conducted  a  survey  in  June,    1972,   the  results 
of  which  are  detailed  in  Attachment  A.     A  100  percent  sample  was 
taken  at  our  four  locations  with  the  greatest  volume  of  tickets 
written.     Although  a  survey  of  2960  tickets  is  not  conclusive, 
the  results  obtained  appear  to  indicate  that  ticketing  errors  are 
not  as  prevelant  as  first  thought  and  also  that  these  errors  have 
not  resulted  in  overcharges  to  the  public  as  a  whole. 

You  will  note     that  of  2960  tickets  written,   only  62  or  2.09  percent 
contained  errors.     Twenty -one  of  these  errors  were  arithmetical 
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and  are  of  the  type  which  would  be  significantly  reduced 

by  automated  ticketing.     Forty-one  errors  involved  the 

use  of  the  wrong  fare  construction  and  are  of  the  type  we 

hope  to  reduce  through  full  implementation  of  "Computic.  " 

Though  much  publicity  has  been  given  to  overcharges, 

it  is  interesting  to  noie  that  of  the  62  errors,    32  or 

51.6  percent  were  undercharges.     In  fact,   the  32  undercharges 

totalled  $402.  00,   an  average  of  $12.  56  per  error  ticket. 

The  30  overcharges  totalled  only  $151.06  and  averaged  $5.04  per     . 

ticket.     In  all,    undercharges  exceeded  overcharges  by  $250,  94, 

an  average  of  $4.  05  per  ticket  written  in  error.     Based  on  the 

total  survey  of  2960  tickets,   Ozark  undercharged  an  average 

of  8,  5  cents  per  ticket. 

Ozark  realizes  that  any  ticketing  discrepancy  is  an  error 

which  should  be  corrected  and  our  goal  is  that  every  passenger 

be  charged  the  correct  fare.     Toward  this  end  extensive 

training  is  being  done  on  both  an  initial  and  recurrent  basis. 

The  implementing  of  our  "Computic"  programhas  been  supported 

by  programmed  instruction  packages  for  each  Agent  as 

well  as  classroon  and  on-the-job  training.     I'urtlier,    the  evaluation 

and  corrective  training  programs  derived  from  ticket  audits 

and  described  in  our  letter  of  April  27,    1972  are    continuing. 

You  may  be  assured  that  Ozark  is  making  every  effort  to 
apply  expanded  technology  and  management  expertise  toward 
solutions  to  the  problem  areas  you  have  indicated.     We  feel 
that  significant  progress  has  been  made  and  are  hopeful  that 
our  continuing  effort  will  produce  even  better  results  in  the  future. 

Sincerely, 


Edward  J.    Crane 

President  tec/    Mr.    R.   C.   Hannon 

Mr.    Paul  J.   Rodgers 
^^^'i^  Mr.   Darryl  Weishaar 

^^^  Mr.   A.   J.    Rose 

Attachment 
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ATTACHMENT  A  -  JUNE,   1972    TICKET  AUDIT 


DATES: 


JUNE  19,   24,   28 


LOCATIONS:     PIA  (ATO),   PIA  (CRO).  ORD,  STL 
100  PERCENT  SAMPLE 


TICKETS 
AUDITED 


TICKET 
ERRORS 


NO. 


AMOUNT 


INCORRECT 
FARES 


NO. 


TOTAL 
ERRORS 


AMOUNT        NO. 


AMOUNT 


16        under 
5        over 


$248,00 
$   25. 36 


2960 

Net  Errors        21        under        $222. 64 


16        under      $154.00 
25        over       $125, 70 

41        under     $   28.30 


32        under  $402.00 
30        over    $151.06 

62        under  $250.94 


PERCENT  OF  1':KR0RS 
TICKET  ERRORS 
INCORRECT  FARES 
TOTAL 


AVERAGE  ERROR 
AVERAGE  NET  ERROR 

AVERAGE  ERROR  PER  TICKET 
AVERAGE  NET  ERROR 

OVERCHARGES  REFUNDED     (6) 


21 

0,71% 

41 

1.  39% 

62 

2.  09% 
$8.92 

($4.05) 

-  Undercharge 

;ket 

$0.  187 

($0,085) 

-  Undercharge 

$42,00 
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April  24,  1973  /  .-'■' i- 

AIR  MAIL  -"^Pp   ,, 


/ 


Mr .  Edward  J .  Crane 

President 

Ozark  Air  Lines,  Inc.  ~  ~--^  ' 

Box  1007,  Lambert  Field 

St.  Louis,  Missouri  63145 

Dear  Mr.  Crane: 

The  Board's  staff  conducted  another  examination  of  interline 
tickets  earlier  this  year,  which  indicates  that  there  has  been 
little  or  no  improvement  in  the  problem  of  fare  misconstruction 
which  the  Board  called  to  the  carriers'  attention  about  a  year  ago. 
The  Board  is  extremely  concerned  with  the  carriers'  continued  failure 
to  take  forceful  and  effective  corrective  action. 

Accordingly,  the  Board  has  decided  to  initiate  several  actions 
designed  to  eliminate  improper  construction  of  airline  ticket  cliarges 
in  those  cases  where  a  passenger  must  utilize  more  than  one  nlrllnc 
to  arrive  at  his  destination. 

First,  we  intend  to  condition  our  outstanding  approval  of  C.A.B. 
Agreement  No.  17116  (which  authorizes  the  establishment  of  an  airline 
committee  to  work  with  the  publishers  of  the  Official  Airline  Guide) 
with  respect  to  the  fare  content  of  the  Guide.  Clearly,  misquotation 
of  fares  stems  in  part  from  the  use  of  unofficial  data,  Including  tlie 
information  contained  in  the  Official  Airline  Guide. 

The  Board  also  intends  to  institute  two  rule  making  proceedings. 
One  proceeding  will  have  as  its  objective  mure  extensive  distribution 
of  tariffs  the  carriers  publish  individually  -  so-called  "house"  tariffs. 
Ticket  agents  of  other  carriers  and  travel  agencies  are  now  often  unaware 
of  special  fares  offered  by  a  particular  carrier  and  tills  contributes 
to  the  current  problem.   The  other  proceeding  will  propose  limiting  fares 
which  may  be  published  by  rule,  £.^.  ,  fares  stated  in  percentage  relation- 
ship to  coach  fares.   We  have  found  that  fare  construction  is  complicated 
by  the  publication  of  various  fares,  such  as  children's  and  family  fares, 
by  rule  rather  than  in  specific  dollar  amounts. 
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In  viev  of  the  high  error  factor  which  presently  exists  in 
applying  the  fare  construction  rules,  the  Board  expects  the  carriers 
to  retain  sufficient  information  about  the  purchaser  to  facilitate 
his  location  should  adjustment  be  required  after  his  ticket  is 
audited  and  the  price  thereon  checked.   Further,  the  tariff  pub- 
lishing agent  should  be  instructed  to  publish  immediately  the  correct 
fare  for  the  routing  involved  any  time  an  error  is  discovered,  and 
we  expect  participating  carriers  to  give  their  prompt  concurrences. 

Finally,  we  expect  all  carriers  to  publish  specific  joint  first- 
class,  coach  and  single  class  fares,  at  a  minimum  for  all  routings 
which  have  appeared  in  three  of  the  last  four  quarterly  Origin  and 
Destination  Surveys.   We  continue  to  believe  that  one  of  the  most 
meaningful  ways  to  cut  de/n  on  errors  is  to  increase  specific  publi- 
cation of  joint  fares. 

We  note  that  the  Air  Transport  Association  has  announced  the 
formation  of  an  industry  task  force  which  will  focus  particular 
attention  on  problems  experienced  by  airline  ticket  agents,  reservations 
agents,  and  travel  agents  where  a  variety  of  fares  exist,  or  where  two 
or  more  carriers  are  involved  in  the  transaction.   The  Board  heartily 
endorses  such  a  program  and  urges  the  industry  to  review  this  matter  on 
a  continuing  basis  since  the  problem  is,  in  our  opinion,  one  whicli 
requires  immediate  attention  and  constant  monitoring. 

SlnOerely , 


Cl\al  rman 


fi7-.i7R  n  -  7fi  -  r(: 
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70 


May  2,  1973 
Ret  B-1-63a 


fAr,  Kobcrt  0.  Tifwn 

CSolrmon 

Civil  A«ronouHc«  Board 

V.oslitnghDO,  D.C.  20428 

Door  Cholrman  TImmj 

V  «  have  received  your  Utter  ©f  AprtI  24,  1773  reQardlng  |ofnt 
fore  ticketing  pracHco*. 

Yoo  may  be  oMured  that  Osork  ^Mres  the  Board'*  concern  and 
witi  co.itiwo  Its  efforts  to  tnioro  thot  oil  Interline  tickets  ore 
luudd  with  tJ>a  correct  fore.   V/a  do  fsol  thot  progren  has 
bvson  mao'«  o>J  are  cooHderit  that  th!s  prDbla.>i  will  ba  resolved. 

Czark  IntffnJs  to  portlcipate  In  both  the  rule  no'dng  procedure* 
ond  in  In  Justry  effort*  to  effect  solotions.    V,e  will  olw  moica 
every  r;ja3orKiible  effort  to  provl do  oyr  personnel  and  agents  wltJi 
the  ttchnolt'iy,  toob^  onj  tralnlny  toward  tiio  objoctivo  of  full 
coT.piiaiK:e  with  the  Act. 

Thank  you  for  your  interest  ood  yoor  coortaty  In  keoping  us  odvlsed 
of  the  CoarJ's  position  and  activities  In  this  'natter. 

Sincerely, 


bci   Paul  J.  Rodgers 
Dorryl  Welslioar 
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QUESTION: 


What  additional  routes  would  you  fly  or  alternate  forms  of  service 
would  you  provide  if  the  CAB's  entry  policy  were  more  permissive? 

In  the  charter  sense,  ONA  interprets  "entry  policy"  to  mean 
operating  authority.     If  ONA's  operating  authority  were  expanded  and 
we  were  granted  worldwide  rights,  we  would  begin  to  develop  charter 
traffic  to  all  marketable  areas  of  the  world.     Such  worldwide  authority 
would  maximize  the  advantages  inherent  in  planeload  charters.     Charters 
would  become  the  vehicle  by  which  many  new  areas  of  the  world 
could  be  opened  to  mass  tourism  offering  to  a  broad  base  of  the 
public  many,  many  new  destination  alternatives  at  a  price  available 
only  through  the  economic  efficiencies  of  charters. 

This  could  have  a  very  beneficial  effect  on  scheduled  as  well  as 
supplemental  airlines.     As  new  tourist  centers  developed  there  would  be 
the  concomitant  growth  in  tlie  tourist  infrastructure  and  the  required 
commercial  intercourse  to  maintain  such  infrastructure  so  that  it  is 
Ukely  that  an  increased  demand  for  scheduled  service  would  also 
become  evident.     The  Spain  example  is  a  case  in  point. 

Additionally,  ONA's  ability  to  operate  worldwide  would  stabihze 
equipment  utilization  and  smooth  out  the  peaks  and  valleys  experienced 
when  only  limited  authority  is  available. 

Worldwide  cargo  authority  would  also  mean  entry  of  the  charter 
airhnes  into  this  very  vital  activity  on  a  far  greater  scale  than  at  present. 
The  variety  of  equipment  operated  by  the  charter  airhnes  would  allow  us 
to  carry  outsized  cargo,  cattle,  emergency  traffic  (such  as  oil  well  equip- 
ment in  the  event  of  breakdowns  or  fires)  as  well  as  regular  cargo. 
Cargo  shippers  should  enjoy  the  same  cost  advantages  of  planeload 
charters  that  exist  for  passengers  and  travel  agents. 

In  support  of  the  contenfion  that  there  exists  a  worldwide  shortage 
of  livestock  Uft,  the  testimony  of  the  Director  of  Holstein-Friesian  Services, 
Inc.  is  attached  in  the  exact  form  that  it  appeared  and  was  presented  in 
the  Transatlantic  Route  Proceeding,  CAB  Docket  No.  25908. 


JohnF   Kennedy  International  Airport.  Jamaica.  New  York  11430  Cable:  ONATAIR  (212>  632S3C0 
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QUESTION: 

2.      A.      Why  the  decline  in  the  number  of  supplemental  air  carriers? 

1)  The  regulatory  environment  both  here  and  abroad,  but  particularly 
in  the  U.S.,  has  been  unfavorable  to  the  full  development  and  full 
potential  of  the  charter  airlines.     The  limitation  of  authority  either 
geographical  or  by  restrictive  charter  regulations  has  caused  great  grief 
to  some  of  our  former  competitors  as  well  as  ourselves.     When  faced 
with  a  critical  situation  affecting  corporate  survival  the  carriers  have 
been  unable,  due  to  points  mentioned  above,  to  respond  in  a  manner 
which  would  have  insured  continued  survival. 

2)  In  the  early  days  of  the  charter  airline  industry,  the  carriers 
usually  were  plagued  by  inadequate  initial  capitalization,  and  an  inability 
to  improve  it  significantly  due  to  the  restrictions  of  the  CAB  charter 
regulations  mentioned  in  the  paragraph  above.     In  other  words,  the 
charter  airlines  were,  by  CAB  restrictiveness,  not  allowed  to  grow 
along  with  their  scheduled  bretheren  which  also,  until  very  recently, 

has  had  the  effect  of  not  spurring  the  scheduled  airlines  into  adequately 
serving  the  public  demand  for  charter  service. 

The  lack  of  financial  stability  referred  to  above,  and  the  very 
restrictive  CAB  attitude  which  primarily  caused  it,  created  a  very 
tenuous  and  volatile  market  and  existence  for  the  charter  airlines 
which,  in  turn,  contributed  to  periods  of  overcapacity,  depressed 
yields  due  to  excessive  competition,  predatory  scheduled  airline 
practices  in  the  marketplace  and  a  general  lack  of  confidence  by 
lending  institutions. 

3)  Finally  there  has  been  the  problem  of  mismanagement.     Certain 
inept  people  have  entered  the  industry  or  others  have  been  unable  to 
change  with  the  time  and  have  necessarily  been  left  in  the  dust  along 
with  their  companies. 


B.      Why  the  increase  of  foreign  charter  airlines? 

The  foreign  charter  companies  (primarily  European)  were 
originally  formed  to  serve  the  short-haul  demand  from  countries  of 
origin  to  the  Mediterranean  area.     This  was  and  is  primarily  a  vacation 
market  and  is  highly  seasonal. 
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The  increased  affluency  in  Europe  caused  increased  demand  to 
points  farther  afield  and  primarily  for  flights  to  the  U.S.     The  foreign 
charter  companies  expanded  their  fleets  to  meet  this  demand  with 
transatlantic  operations;  but  they  primarily  were  going  after  a  share 
of  the  larger  and  more  lucrative  U.S.  originating  transatlantic  charter 
market. 

The  U.S.  maricet  generated  higher  yields  and  helped  offset  the 
lower  yields  produced  out  of  Europe  thus  making  the  transatlantic 
operation,  financially  feasible. 

The  foreign  scheduled  airlines  followed  the  independent  charter 
companies  and  founded  their  daughter  charter  carriers  for  the  purpose 
of  serving  this  transatlantic  charter  market  to  supress  the  foreign 
independent  charter  airlines  as  weU  as  the  U.S.  supplemental  carriers 
both  of  which  could  pose  a  threat.     Further,  the  foreign  scheduled 
airlines  needed  these  daughter  companies  to  do  things  the  lATA 
parent  carriers  were  not  allowed  to  do  within  the  confmes  of  the 
lATA  structure. 

The  ease  with  which  402  foreign  air  carrier  permits  are  secured 
and  granted  by  our  own  CAB  has  encouraged  applications  in  excess  of 
the  demands  and  requirements  of  the  marketplace. 

Foreign  charter  airlines  generally  operate  under  a  more  liberal 
set  of  regulations  than  do  the  U.S.  supplementals.     For  example, 
Canadian  charter  airlines  operating  one-stop  ITC's  to  the  Caribbean 
depart  from  commercial  airports  on  the  U.S./Canadian  border  and 
draw  the  great  majority  of  their  passengers  from  U.S.  population 
centers. 


C.     Why  the  decline  in  the  number  of  U.S.  scheduled  airlines? 

To  the  extent  that  there  has  been  a  significant  decline  in  this 
class  of  carrier  it  has  been  due  almost  entirely  to  mergers  (although 
some  of  these  mergers  have  been  based  on  financial  instability, 
saturation  of  routes,  etc.)  and  the  lack  of  new  entry  allowed  by 
the  CAB.     Several  U.S.  supplemental  carriers  have  had  the  qualifi- 
cations to  provide  scheduled  service,  but  only  one  has  ever  been 
allowed  to  provide  regular  scheduled  service  (Trans  Caribbean). 


2108 


Ref.   CAB   Docket    25875 


OVERSEAS  NATIONAL  AIRWAYS 

-4-   ' 


D.      What  is  the  impact  on  the  performance  of  the  firms  that  remain 
within  the  industry?  J 

The  result  of  a  reduced  number  of  supplemental  carriers  should 
have  been  that  the  expanding  market  would  have  been  shared  by  fewer 
carriers  and  that  the  reduced  capacity  in  a  growth  market  would  have 
nudged  rates  upward.     This  was  not,  however,  to  be  the  case.     The 
decUning  number  of  U.S.  charter  airlines  plus  the  expanding  demand 
motivated  the  surviving  carriers  to  invest  in  more  and  newer  aircraft. 
The  U.S.  scheduled  airlines  recognizing  the  viability  of  this  market  and 
the  need  to  employ  their  surplus  aircraft  fleets  have  put  more  and  more 
equipment  into  the  market.     The  foreign  charter  airlines  as  well  as 
scheduled  airlines  compounded  the  overcapacity  problem  by  adding 
their  fleets  to  the  transatlantic  charter  market.     On  top  of  all  this, 
there  was  a  spate  in  all  markets  of  non-compensatory,  charter-competitive 
scheduled  airlines  promotional  fares  which  played  havoc  with  charter  rates, 
depressing  yields  to  non-compensatory  levels.     This  has  had  an  adverse 
effect  on  the  airiines  serving  both  the  scheduled  and  the  charter  markets, 
at  least  until  recently.     Within  the  past  year,  primarily  due  to  the  energy 
crisis,  there  has  been  a  great  relocation  as  well  as  reduction  in  aircraft 
fleets.     This  has  made  it  possible  for  at  least  the  U.S.  charter  carriers 
to  increase  their  rates  closer  to  compensatory  levels. 

An  added  factor  is  inflation.     A  cost-conscious  public  is  looking 
for  value  in  every  purchase  it  makes.     It  has  become  a  documented  fact 
in  the  public  mind  that  air  charter  travel  for  vacation  represents  the  best 
value  for  the  travel  dollar.     Consequently,  we  have  seen  the  development 
of  an  irresistable  public  demand  for  low  cost  air  transportation  through 
charter  services,  while  at  the  same  time  the  CAB  (whether  intentionally 
or  not)  is  trying  to  make  it  more  difficult  rather  than  less  difficult  for 
the  pubhc  to  take  advantage  of  the  economics  of  charter  flights. 


QUESTION: 

3.      A.      What  factors  do  you  take  into  account  in  setting  charter  rates? 

Rates  are  developed  for  a  one  year  period  based  upon  fully 
allocated  costs  plus  return  on  investment  and  taxes  so  that  for  the 
entire  year  the  desired  level  of  profit  is  achieved.     Fixed  costs  plus 
return  on  investment  are  allocated  over  an  assumed  number  of  aircraft 
miles  based  upon  economic  projections  for  the  year  being  forecast.     It 
should  be  noted  however,  that  if  projected  utilization  (traffic)  is  not 
realized,  some  of  the  economic  costing  assumptions  will  have  been  invalid. 
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and  consequently  prices  will  not  have  been  set  high  enough  to  cover  costs 
and/or  a  reasonable  profit.     On  the  other  hand,  compensatory  prices  based 
upon  low  projected  utilization,  no  matter  how  valid,  are  likely  to  produce 
little  or  no  utilization  at  all  and  therefore  be  self-defeating,  because  such 
prices  simply  would  not  be  competitive  with  scheduled  service. 

Rates  during  the  year  vary  by  season;  and  during  certain  seasons 
will  be  less  than  fully  allocated  costs  and  in  some  instances  less  than  CAB 
direct  operating  costs.     Seasonally,  rates  may  be  quoted  on  a  trip  by  trip 
basis  so  as  to  make  some  contribution  to  fixed  costs. 

Rates  are  never  quoted  below  an  amount  so  that  the  airline 
would  not  recover  the  cash  out-of-pocket  variable  costs  that  would  not 
otherwise  be  incurred  if  the  aircraft  remained  on  the  ground. 


B.  Do  you  ever  quote  rates  below  fully  allocated  costs? 

On  a  seasonal  basis,  rates  are  quite  often  quoted  below  fully 
allocated  costs.     Due  to  the  lower  demand  for  charters  during  most  of 
the  period  November  through  March,  rates  below  fully  allocated  costs  are 
quoted  so  as  to  encourage  charter  travel.     Charter  rates  during  this  period 
must  also  be  competitive  with  scheduled  carrier  discount  and  promotion 
fares  if  anyone  is  to  contract  to  fly  on  a  charter.     This  seasonal  pricing 
is  considered  when  rates  are  established  as  noted  in  3.  A.  above,  i.e.  rates 
are  higher  in  the  summer  and  lower  in  the  winter  with  the  overall  objective  | 
to  be  the  achieving  annually  of  a  desired  return  on  investment. 

C.  Do  you  ever  quote  rates  below  direct  operating  costs  per  the  CAB? 

CAB  direct  operating  costs  include  cockpit  crew  and  related  expense, 
fuel,  insurance,  amortization,  direct  and  indirect  maintenance,  depreciation 
and  rentals.     Of  these  costs,  only  fuel  and  direct  maintenance  are  nor- 
mally variable  costs  while  the  balance  of  these  costs  are  fixed.     Often 
the  additional  cost  to  operate  an  aircraft  with  passengers  is  less  than 
the  fixed  cost  elements  of  CAB  direct  operating  costs.     In  this  situation, 
a  trip  sold  at  less  than  CAB  direct  operating  cost  would  still  contribute 
to  fixed  costs.     For  example,  if  an  aircraft  is  ferrying  empty  across  the 
Atlantic  anyway,  a  charter  might  be  accepted  if  it  would  contribute 
substantially  to  direct  costs,  rather  than  flying  for  no  revenue  at  all. 
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D.     Do  you  ever  quote  rates  below  incremental  costs  and  what  do  you 
include  in  incremental  costs? 

Incremental  costs  would  be  defined  as  the  additional  cost  (in 
most  instances  variable)  to  produce  an  additional  unit  of  output, 
i.e.  an  additional  charter  trip.     We  would  not  quote  a  rate  at  less 
than  this  cost  as  defined  as  it  would  result  in  a  direct  current 
period  cash  cost  (loss)  that  would  not  have  otherwise  occurred  if 
the  aircraft  had  remained  on  the  ground  and  not  flown  the  trip. 


E.     Do  you  ever  quote  rates  above  fully  allocated  costs? 

Rates  are  normally  quoted  above  fully  allocated  costs  so  as  to 
provide  the  airline  with  a  provision  for  return  on  investment  and  taxes, 
assuming  projected  utilization  over  the  longer  term  (season  or  year)  is 
achieved. 
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SATURN  AIRWAYS  RESP(»)SES  TO  AIRLINE  QUESTIONNAIRE 


0  SATURN 

L*i— AIRWAYS.  I 


AIRWAYS.  INC. >  ^ 

December  17,  1974 

The  Honorable  Edward  M.  Kennedy  i    ^^ 

Chairman,  Subcommittee  on  Administrative  D^  T"^ 

Practice  and  Procedure  '\  k 

United  States  Senate 
Washington,  DC   20510 

Dear  Senator  Kennedy: 

The  following  is  in  response  to  your  letter  of  November  20,  1974  in  which 
you  requested  our  reply  to  three  points  set  forth  in  your  questionnaire. 
We  appreciate  this  opportunity  to  assist  your  committee. 

1.  If  the  cab's  entry  policy  were  more  permissive,  Saturn  Airways  would 

provide  several  expanded  or  additional  services  that  we  believe  are 

necessary  services  and  in  the  public  interest.  These  specific  services 
are  outlined  below. 

a.  Transatlantic  Cargo  Charter  Services:  Saturn  Airways  has  applied 
for  transatlantic  general  cargo  charter  authority  (Docket  #25908) 
which,  if  authorized,  would  permit  an  improved  and  unique  cargo 
transport  service  for  U.S.  and  foreign  shippers  alike.  At  this 
time,  it  is  impossible  to  guess  what  the  Board's  final  decision 
will  be.  At  the  present  time  not  one  U.S.  supplemental  air  carrier 
is  certificated  to  provide  such  cargo  charter  services. 

Saturn  Airways,  under  a  CAB  general  exemption,  is  currently  providing 
specialized  outsize  cargo  charter  services  in  this  market  utilizing 
the  very  unique  L-100-30  Hercules  aircraft.  This  general  exemption 
authority  shall  be  terminated  on  December  31,  1974,  and  the  CAB  has 
already  stated  that  it  shall  not  be  renewed.  Under  separate  cover, 
our  attorneys  are  sending  you  copies  of  Saturn's  exhibits  and  other 
data  (Docket  #23975)  connected  with  our  continuing  efforts  to  have 
the  CAB  reverse  its  decision  and  extend  this  general  exemption. 
Despite  the  fact  this  type  of  specialized  service  is  not  competitive 
with  the  services  of  other  certificated  carriers,  and  there  is  a 
crying  public  need  for  the  service,  the  CAB  still  refuses  to  allow 
the  general  exemption  to  continue. 

b.  Split  or  Comingled  Cargo  Charters:  At  present,  supplementals  are  per- 
mitted to  operate  cargo  charters  only  if  the  aircraft  is  chartered 

to  a  single  entity.  Split  cargo  charters  would  permit  two  or  more 
shippers  to  combine  their  cargo  in  order  to  take  advantage  of  the  full 
planeload  economies  of  the  aircraft.  Under  current  rules  each  shipper 
must  charter  a  separate  aircraft,  thus  paying  a  much  higher  rate  for  the 
entire  aircraft.  See  Docket  #24122  -  Automotive  Cargo  Investigation- 
for  additional  data  on  this  subject  as  it  relates  to  the  auto  industry. 
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c.  Intra-Alaska  Cargo  Charters:     Saturn  operates  the  largest  commercial 
fleet  of  L-100-30  Hercules  cargo  aircraft  (11)  which,  as  you  may  know, 
are  rear-loaded,  truckbed  height,  and  capable  of  transporting  outsize 
cargo  up  to  9'   X  10'   X  55'   in  size.     This  aircraft  is  in  great  demand 
by  the  oil  exploration  industry  since  it  is  capable  of  transporting 
drilling  rigs/equipment  direct  to  the  job  site  on  the  North  Slope  of 
Alaska.     In  recent  months  we  have  operated  many  cargo  charter  trips 
from  the  lower  48  states  to  the  oil   fields  of  Alaska,  however,  there 
is  also  a  very  urgent  need  to  move  oil  exploration  equipment  by  air 
from  points  within  Alaska  to  the  North  Slope.     The  carriers  currently 
certificated  to  provide  intra-Alaska  cargo  service  are  unable  to 
handle  the  greatly  increased  demand  for  this  vital  service. 

d.  Cargo  Charters  to  International  Air  Freight  Forwarders:     In  order  for 
Saturn  to  operate  a  international   charter  flight  for  any  air  freight 
forwarder  it  is  necessary  to  obtain  the  consent  in  writing  of  the  air 
carriers  authorized  to  engage  in  scheduled  air  transportation  in  the 
geographical   areas  involved.     This  consent  is  difficult  to  obtain 
even  if  the  scheduled  carrier  cannot  properly  fulfill   the  charterer's 
requirement  itself.     We  believe  charters  to  international   air  freight 
forwarders  should  not  require  a  first-refusal  by  the  route  carriers, 
thus  permitting  the  increased  development  of  full  planeload  cargo 
charters  in  international  markets.     International   freight  forwarders 
should  also  be  allowed  to  joint-load  with  other  international   forwarders 
to  obtain  the  economies  of  planeload  charters.     (See  Docket  #23287  - 
Air  Freight  Forwarders  Charter  Investigation). 

e.  One-Stop  Inclusive  Tour  Charters:     Low-cost  inclusive  tours  with 
chartered  aircraft,  of  the  type  tours  successfully  operated  in  Europe 
for  years,  would  provide  the  stimulant  so  badly  needed  in  today's 
vacation  passenger  travel  market.     The  artificially  high  pricing 
requirements  and  other  restrictive  rules  now  contained  in  the  CAB  rules 
for  inclusive  tour  charters   (Part  378  of  the  Economic  Regulations  - 
and  proposed  Part  378a)  only  serve  to  limit  development  of  this  form 

of  economic  vacation  travel.     I  can  assure  you  that  Saturn  Airways  would 
very  aggressively  merchandise  any  truly  marketable  inclusive  tour  charter 
authority. 


I 
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While  the  demise  of  some  airlines  in  recent  years  can  be  attributed  to 
ineffective  management,  I  am  of  the  opinion  that  a  significant  number  of 
supplemental  airline  failures  were  the  result  of  the  unreasonable  and 
antiquated  regulatory  climate.  To  effectively  regulate  this  industry 
the  Federal  regulatory  agency  must  be  fully  aware  of  total  industry  condi- 
tions and  should  maintain  exceptionally  close  surveillance  of  changing  market 
requirements  and  attitudes.  It  is  essential  that  prompt  action  be  taken  by 
the  regulatory  agency,  when  necessary,  to  ensure  the  public  convenience 
and  necessity  of  all  classes  of  travelers  and  shippers  are  continually  served 
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Unfortunately,  the  Civil  Aeronautics  Board  has  not  displayed  such  charac- 
teristics. They  have  instead  shown  a  complete  lack  of  understanding  of 
the  market  for  air  transport  services.  In  their  efforts  to  insure  continued 
viability  of  the  scheduled  air  carriers  the  CAB  has  been  overly  protective 
and  has  saddled  all  regulated  airlines  with  regulations  that  effectively 
preclude  successful  long-term  competition  with  the  scheduled  carriers. 
The  supplemental  carriers  that  have  survived  are  certainly  in  no  better 
position  than  they  were  during  the  period  prior  to  decline  in  air  carrier 
numbers.  The  existing  supplementals  are  still  faced  with  the  threat  of 
extinction  resulting  from  unmarketable  federal  rules  and  regulations. 
Without  improvement  in  vital  regulatory  areas  we  can  anticipate  still 
further  decreases  in  the  number  of  carriers. 

3.  The  following  factors  are  considered  in  setting  charter  rates:  Seasonality, 
directional  flow  of  traffic,  anticipated  market  mix  and  aircraft  utilization, 
non-revenue  flying,  operating  costs  -  direct  and  indirect,  rate  of  return, 
and  inflationary  increases  in  costs  -  both  known  and  anticipated.  There 
are  occasions  where  Saturn  quotes  rates  below  fully  allocated  costs,  however, 
we  do  not  quote  rates  below  direct  operating  cost.  As  an  example,  when  we 
are  required  to  position  (ferry)  an  empty  aircraft  from  the  U.S.  to  Europe 
in  order  to  originate  a  flight,  it  makes  good  business  sense  to  market 
this  aircraft  availability  at  "distressed  merchandise"  prices  if  we  have 
been  unable  to  sell  it  at  standard  rates.  Obviously,  this  is  done  only 
as  a  last  resort  enabling  us  to  recover  at  least  our  direct  operating  costs 
and  generate  a  reasonable  overall  yield. 

Incremental  costing  is  normally  associated  with  the  short  term  and  is 
employed  only  when  economic  and/or  operational  conditions  change  dramatically 
from  the  normal  pattern.  Under  such  conditions  the  charter  rates  esLtablished 
do  not  fall  below  the  corresponding  incremental  costs.  Included  in  the  incre- 
mental costs  are  changes  in  the  fixed  costs  resulting  from  changes  ^n  utiliza- 
tion and  those  costs  in  the  direct  operating  category  that  deviate' substan- 
tially from  the  normal  (i.e.  fuel/oil).  Quoting  of  rates  above  fully  allocated 
costs  may  be  necessary  when  the  proposed  air  charter  operation  is  to  be  per- 
formed under  mechanically  hazardous  conditions.  Many  of  Saturn  Aifways' 
special  cargo  flights  are  customized  operations  that  can  present  unknown  cost 
factors.  Landings  on  unpaved  runways  or  rough  landing  strips,  and'-operations 
into/out  of  remote  areas  of  the  Arctic  or  the  deserts  of  Africa  in  support  of 
oil  exploration  can  often  result  in  unforeseen  maintenance/servicing  of  the 
aircraft. 

We  sincerely  hope  the  above  information  will  be  of  value  to  the  Subcommittee  on 
Administrative  Practice  and  Procedure.  Thank  you  for  your  consideration  and 
interest  in  Saturn  Airways,  and  please  do  let  us  know  if  we  can  be  of  further 
assistance. 

Sincerely, 


HKH:gm 

cc:  Paul  Y.  Seligson,  Esq. 

Wilner  &  Scheiner  Law  Offices 


Howard  K. 
President 
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1 .     What  additional  routes  would  you  fly  or  alternate  forms  of  service  would 
you  provide  if  the  CAB's  entry  policy  were  more  permissive? 

We  do  not  believe,  necessarily,  that  the  CAB  entry  policies  should  be  more 
"permissive"  ,  if  this  is  to  be  interpreted  as  permitting  "free"  entry  of  any 
concern  into  the  air  transportation  industry.    It  is  very  much  in  the  public 
interest  that  the  nation's  air  transport  industry  be  under  firm  regulation  so  as 
to  protect  the  public  from  the  consequences  of  unbridled  competition  and  the 
business  failures  that  would  result.    This  could  only  lead  to  poorer  standards 
of  service  and  could  result  in  degradation  of  safety  standards,  presenting  a 
clear  public  danger. 

However,  the  processes  by  which  the  CAB  exercises  its  regulatory  power  and 
the  logic  of  its  decisions  can,  and  should,  be  altered.    Over  the  past  few  years 
the  CAB  has  consistently  ignored  the  consumer  in  its  decision-making.    It 
appears  that  its  sole  mission  is  to  protect  the  U.S.  scheduled  carriers.    To  the 
extent  that  the  statute  under  which  the  CAB  operates  emphasizes  the  well  being 
of  the  airline  industry  and  ignores  the  consumer,  this  policy  is  not  surprising. 
It  is  very  evident  that  the  policy  should  change  and  this  may  entail  rewriting 
the  statute  to  bring  the  consumer  interest  into  focus. 

CARRIER  AND  ROUTE  CERTIFICATION 

General 

The  CAB  has  created  a  web  of  inter-related  route  and  carrier  certification  proc- 
esses over  the  past  five  years  that  has  consumed  untold  man-years  of  airline 
management  effort  and  many  hundred  thousands  of  dollars.    In  addition  to  the 
huge  costs  involved,  TIA  has  been  operating  in  "limbo"  over  this  period  with 
its  basic  certification  and  virtually  all  of  its  route  authorities  undergoing  this 
gargantuan  examination.    We  refer  to  the  Transatlantic  Route  Proceeding  begun 
in  1968  and  resolved  in  1972,  only  to  be  resuscitated  in  1973  in  a  broader  context, 
and  the  Supplemental  Renewal  Proceeding  begun  in  1971  and  still  remains  un- 
resolved. 

The  result  of  all  this  activity  is  that  in  1975,  TIA,  a  corporation  that  has  operated 
responsibly  as  a  supplemental  air  carrier  for  over  twenty  five  years,  has  had  jet 
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aircraft  for  the  past  thirteen  years,  and  has  invested  millions  of  dollars  in 
modern  aircraft,  can  only  show  one  permanent  authority  (domestic  three-stop 
ITC)  for  its  efforts.    If  an  industry  is  to  grow  and  prosper  vhile  serving  its 
customers  in  a  fair  and  equitable  fashion,  it  needs  clearer  direction  and  more 
inspired  leadership  from  its  regulator  than  we  have  received. 

Mexico 

Quite  apart  from  our  belief  that  the  CAB  has  failed  to  exercise  leadership  and 
to  demonstrate  fair-mindedness  in  its  decision-making,  TIA  should  probably 
now  have  operating  rights  to  Mexico.    These  rights  are  not  held  by  any  sup- 
plemental air  carrier  that  is  prepared  to  seriously  exercise  them.    In  1972,  a 
carrier  (Universal  Airlines)  who  had  operating  authority  to  Mexico  went  bankrupt 
and  TIA  lost  over  $1,000,000  in  the  process  of  salvaging  their  flights.    We 
honored  every  Universal  contract  and  the  CAB  granted  a  one  year  exemption  for 
TIA  operations  in  Mexico.    TIA  applied  to  have  the  authority  extended  in  view 
of  the  almost  non-existent  supplemental  service  to  the  area.    The  request  was 
denied,  and  TIA  still  has  this  application  before  the  CAB  in  the  Supplemental 
Renewal  Proceedings.    If  the  need  for  additional  service  and  fast  action  taken 
by  TIA  to  salvage  the  charter  commitments  of  Universal  had  been  properly  recog- 
nized by  the  CAB,  we  would  be  serving  Mexico  today.    We  now  hope  that  it  will 
at  least  be  recognized  retrospectively  when  the  Supplemental  Renewal  decision 
is  finally  handed  down. 

CARGO  AUTHORITY 

TIA  has  gained  valuable  experience  in  air  transportation  of  livestock  and  cargo 
on  a  global  basis.    The  livestock  transportation  method  permits  safe  and  rapid 
herd  installation,  and  improvement  in  many  countries  whose  agricultural 
economies  critically  need  upgrading.    We  have  pioneered  in  this  field  and  have 
developed  sophisticated  airborne  systems  for  housing  livestock.    In  order  to 
achieve  economic  pricing  in  this  market  (which  is  primarily  one-directional), 
we  have  been  steadily  increasing  our  emphasis  on  air  cargo  operations.    We 
have  succeeded  in  developing  significant  cargo  revenues,  and  have  invested 
considerable  amounts  of  money  in  development  of  cargo  sales  and  management 
structure.    However,  we  are  denied  the  opportunity  to  fully  develop  our  service 
potential  in  the  area  of  livestock  and  cargo  transportation  because  we  are  not 
permitted  cargo  or  livestock  transportation  over  the  North  Atlantic  route.    This 
is  a  market  that  is  not  adequately  serviced,  in  that  it  lacks  the  charter  dimension 
in  the  services  offered.     It  is  axiomatic  that  the  scheduled  carriers  would  not 
encourage  cargo  charters  because  they  can  divert  charter-eligible  loads  to  their 
scheduled  services  at  a  higher  rate  of  return.    We  contend  that  certification  of 
a  charter  specialist  on  the  North  Atlantic  would  provide  a  tremendous  spur  to  the 
growth  and  development  of  that  market. 
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CHARTER  REGULATIONS 


General 


If,  by  some  process  such  as  we  hope  will  result  from  your  committee's  efforts, 
the  GAB  were  to  be  re-invigorated  with  a  sense  of  consumer  mission,  TIA  would 
benefit  to  the  extent  that  the  mass  transportation  needs  of  the  public  could  be 
fulfilled.    We  believe  that  the  considerable  benefits  of  full-plane  economies 
have  not  been  made  fully  available  to  the  public.    The  CAB,  in  framing  charter 
regulations,  has  created  a  myriad  of  unworkable  restrictions  that  do  nothing  to 
protect  the  travelling  public.    An  example  is  their  firm  resistance  to  entertain 
the  idea  of  selling  seats  on  a  charter  flight  on  the  basis  of  the  total  costs  times 
the  capacity  of  the  aircraft.    Instead,  the  CAB  insists  on  "pro  rata"  wherein  if 
the  aircraft  is  sold  except  for  one  seat,  the  passengers  are  required  to  adjust 
their  individual  payments  so  as  to  compensate  for  this  unsold  seat.    This  in- 
evitably involves  selling  a  product  at  an  unknown  price.    The  best  that  can  be 
presented  to  the  buyer  is  the  proposition  that  "it  might  be  as  low  as.   .   .   .  but 
on  the  other  hand,  it  might  be  as  high  as.   .   .  "  .    This  presents  a  clear  impediment 
to  effective  selling,  creates  a  huge  administrative  burden  on  the  organizer  (for 
which  the  passenger  ultimately  pays),  and  serves  no  purpose,  except  possibly 
the  vagaries  of  the  CAB  regulations.    This  is  just  one  example  of  the  many 
inappropriate  and  unworkable  rules  that  reflect  the  unrealistic  nature  of  the 
CAB  charter  policies.    If  the  CAB  were  consumer  oriented,  we  believe  they  would 
dismantle  this  structure  and  replace  it  with  simple,  workable  charter  regulations 
designed  to  meet  a  public  need. 

Affinity  Charters 

A  crisis  facing  our  industry  at  this  writing  arises  from  a  recent  proposal  by  the 
CAB  to  eliminate  affinity  charters.    This  type  of  charter  represents  over  sixty- 
seven  per  cent  of  our  business  and  is  the  cornerstone  of  our  activities.    The  CAB 
has  obviously  misread  the  public  need  in  proposing  such  a  drastic  step — the 
resultant  public  outcry  confirms  this.    TIA  considers  it  crucial  that  your  committee 
be  fully  aware  of  the  dangers  inherent  in  this  proposal,  so  that  you  can  bring  your 
authority  and  influence  to  bear  on  the  final  decision.    To  repeat,  the  public  needs 
a  regulator  who  will  take  the  bold  step  of  encouraging  low-cost  air  transportation 
through  the  introduction  of  new  and  simple  charter  rules  that  maintain  the  basic 
distinction  between  charter  and  scheduled  air  travel.    This  has  not  happened, 
and  it  certainly  makes  no  sense  in  this  environment  to  eliminate  the  only  success- 
ful model  that  exists.    The  efforts  of  the  CAB  should  be  directed  towards  elimin- 
ating the  imperfections,  not  the  whole  concept. 
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2. a.       What  are  the  reasons  for  the  steady  decline  in  the  number  of 
supplemental  carriers? 

The  supplemental  airline  industry  had  its  origins  for  the  most  part  In  the 
immediate  post -World  War  II  era.    It  began  as  a  business  that  needed  very 
little  capital,  due  to  surplus  of  aircraft  {DC-3  and  C-47)  existing  at  that 
time,  and  these  airlines  were  generally  managed  by  the  pilot  group  that  flew 
the  aircraft.    The  first  big  reduction  in  supplemental  carriers  occurred  when 
a  certain  group  decided  against,  or  failed  to  achieve,  a  conversion  to  jet 
equipment.    They  continued  to  operate  for  awhile,  but  either  ceased  operations 
or  were  acquired  by  other  stronger  carriers.    This  phase  had  passed  by  the 
mid-1960s,  and  the  remaining  carriers  settled  down  to  performing  under  their 
newly  acquired  route  certifications.    However,  a  few  carriers  had  either  over- 
extended themselves  in  acquiring  jet  aircraft,  or  did  not  fully  exploit  their 
certification  and  failed  in  the  late-1960s. 

The  scheduled  carriers  became  aware  of  the  charter  potential  and  introduced 
highly  competitive  "promotional"  fares  at  the  same  time  that  the  military 
airlift  requirements  to  Southeast  Asia  were  on  the  decline,  and  this  contributed 
to  the  failure  of  two  carriers  who  had  recently  merged  (American  Flyers  and 
Universal  Airlines) . 

In  summary,  the  reasons  for  the  decline  in  the  number  of  carriers  are  varied, 
but  weak  capital  structures,  restrictive  charter  regulations,  and  inability  to 
withstand  periods  of  intense  competitive  activity  (sometimes  created  by  CAB 
approval  of  predatory,  scheduled  carrier  promotional  fares),  or  business  down- 
turn appear  to  have  been  the  dominant  influences. 

2  .b.       What  is  the  impact  of  the  decline  in  the  number  of  carriers  on  the 
firms  remaining  within  the  industry? 

The  impact  on  the  surviving  carriers  can  best  be  stated  as  "invigorating".    The 
industry  has  been  through  a  rationalization  process,  wherein,  for  the  most  part 
those  carriers  with  strong,  prudent  management  teams  and  relatively  sound 
financial  structures  have  survived.    These  carriers  have  the  opportunity  to  offer 
good  service  and  represent  a  stable  force  within  the  overall  national  air  trans- 
portation system.    There  are  sufficient  business  opportunities  to  keep  us  in  a 
growth  pattern,  provided  the  CAB  does  not  strangle  the  supplemental  carriers 
with  regulations  and  prohibitions. 

3.      What  factors  are  taken  into  account  in  setting  charter  rates  (are  rates  ever 
quoted  that  are  below  fully  allocated  costs,  direct  operating  costs,  incremental 
costs);  what  are  included  in  incremental  costs;    are  rates  quoted  above  fully 
allocated  costs  ? 
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On  an  overall  basis,  TIA  rates  are  established  by  reference  to  anticipated 
total  costs  and  allowance  for  a  reasonable  margin  of  profit.    Within  this  frame- 
work, the  majority  of  rates  reflect  fully  allocated  costs  plus  profit,  but 
specific  seasonal,  market,  and  directional  factors  result  in  some  rates  being 
at,  or  slightly  below  fully  allocated  costs. 

Many  significant  assumptions  form  the  basis  of  our  forecasting,  and  these 
include,  but  are  not  limited  to,  the  following: 

aircraft  utilization 
ferry  factor 
operating  costs 
interest  rates 

These  all  have  a  major  influence  on  the  ultimate  profit  and  loss  result,  and  if 
our  assumptions  in  any  one  area  are  invalid,  then  even  though  we  price  by 
anticipating  full  cost  recovery  on  a  system  basis,  the  result  may  be  completely 
different.    As  a  financial  year  proceeds,  we  have  to  continually  observe  our 
performance,  and  it  may  well  be  that  in  anticipation  of  poor  results  we  would 
Increase  prices  on  future  business  not  yet  under  contract.    This  could  be 
Interpreted  as  being  in  excess  of  fully  allocated  costs  as  they  relate  to  those 
future  contracts  affected  by  the  price  increase.    This  would  not  be  a  valid 
appraisal,  since  the  action  has  to  be  taken  at  some  point  in  time  and  the  burden 
thus  falls  indiscriminately  on  certain  contracts. 

Conversely,  if  we  observe  that  ferry  operations  are  inordinately  high,  we  may 
decide  to  operate  certain  specific  flights  at  less  than  full  allocated  costs  in 
order  to  take  advantage  of  the  contribution  they  do  make  to  defraying  those 
costs.    Our  recent  experience  is  that  we  are  not  adequately  covering  allocated 
costs;    therefore,  we  do  not  deal  in  incremental  costs. 

The  short  answer  to  the  question  is  that  rates  are  established  based  on  cost 
related  information,  and  if  this  Information  changes  significantly,  so  do  the 
rates . 
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1 .       What  additional  routes  would  you  fly  or  alternate  forms  of  service  would 
you  provide  if  the  CAB's  entry  policy  were  more  permissive? 

World  Airways  is  a  charter  service  specialist.     The  principal  "entries"  we  want 
to  make  in  the  airline  industry     are  in  our  own  area  oi  expertise  -- 
charter  service. 

World  has  geographic  rights  to  carry  passengers  on  charter  flights  between 
the  United  States  and  all  foreign  points,    except  Canada  and  Mexico.     World 
has  co-existent  cargo  charter  rights  except  it  cannot  carry  cargo  between 
the  U.    S.    on  the  one  hand  and  Europe,   the  Middle  East  and  Africa  on  the 
other. 

There  are  presently  pending  before  the  Civil  Aeronautics  Board  two  cases 
involving  these  rights. 

In  the  Supplemental  Renewal  Case  (Docket  No.    23944)  World  is  seeking 
pernnanent  renewal  of  its  rights  as  a  supplemental  carrier  in  markets  other 
than  those  over  the  Atlantic.     It  is  asking  also  in  that  proceeding  that  it 
be  granted  U.    S.    -  Mexico  charter  rights.    Though  the  charter  service  today 
to  Mexican  destinations  is  very  inadequate  (of  the  two  principal  supplemental 
carriers  certificated  in  that  market,    one  went  bankrupt  in  1972  and  the  other 
is  operating  erratically  and  appears  to  be  going  out  of  business),    the  CAB  has 
refused  to  grant  us  a  temporary  exemption  that  would  pern-iit  us  to  operate 
in  this  market  during  the  pendency  of  the  Supplemental  Renewal  case.     This 
is  an  example  of  the  excesses  that  sometimes  occur  in  the  operation  of  the 
Board's  "entry"  control  system. 

In  the  Transatlantic  Route  Proceeding  (Docket  No.    25908)   the  U.    S.    inter- 
national carriers,    both  scheduled  and  supplemental,    are  seeking  renewal  and 
extension  of  rights  between  the  U.    S.  and  points  served  over  the  Atlantic. 
World  is  seeking  to  nnake  its  existing  passenger  charter  rights  permanent. 
In  addition,    it  has  sought  to  be  permitted  to  operate  cargo  charter  flights  in 
these  markets.      Though  the  Board  and  the  Congress  have  expanded  passenger 
charter    activity  over  the  years  to  the  point  that  this  form  of  low-cost  air 
transportation  has  become  an  important  factor  in  th'e  air  transport  picture, 
the  same  has  not  occurred  in  the  air  cargo  charter  field.     The  supplementals 
have  been  completely  excluded  from  the  principal  air  cargo  market,    that 
between  the  U.    S.    and  Europe  (and  the  Middle  East  and  Africa).      We  think 
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the  entry  policies  of  the  Board  on  this  subject  have  been  exceedingly 
myopic. 

World  has,   in  the  Transatlantic  case,  asked  for  one  scheduled  service 
right.     It  has  proposed  a  unique  service  to  several  markets  not  now 
adequately  served  by  any  carrier,    scheduled  or  supplemental.     These 
are  markets  where  scheduled  carriers  are  not  operating  single  plane 
passenger  service.    The  service  would  be  limited  to  participants  in 
all-expense  tours.    Some  of  the  areas  World  would  propose  to  commence 
serving  would  be  between  U.    S.    points  and  Las  Palmas  and  Palma; 
between  U.    S.    points  and  Malaga  and  between  U.    S.    points  and  Dubrovnik, 
Nice  and  Palermo.    While  not  charter  service,    this  would  fit  into  World's 
role  as  a  carrier  to  significant  recreation  destinations. 

In  discussing  the  subject  of  certificate  rights,    it  should  be  pointed  out 
that  most  of  these  certificate  cases  are  very  slo^v,    long  drawn-out 
affairs.    The  Supplemental  Renewal  case  began  on  October  27,    1971 
(Order  71-10-126).     It  is  still  pending  before  the  Board  for  decision.    The 
Transatlantic  case  began  on  September  21,    1973  (Order  73-9-83).     It 
is  still  before  the  Administrative  Law  Judge.    Counsel  estimate  the  case 
will  not  be  decided  for  at  least  another  year.     Not  only  are  these  proceedings 
discouragingly  slow,   but  in  the  case  of  the  supplementals  they  occur 
frequently.     None  of  the  supplementals'  certificates,    except  those  covering 
domestic  rights,    are  permanent.     This  means  that  both  the  Board  and  the 
carriers  are  put  to  inordinate  time  and  expense  in  constant  proceedings 
dealing  with  the  renewal  of  these  rights.    For  example.    World's  Trans- 
atlantic certificate  was  first  issued  in  April,    1966  after  prolonged  proceedings 
(40CAB233   (1964).  )    In  1968  a  new  certificate  renewal  proceeding  was 
undertaken  by  the  Board  (CAB  Docket  No.    20569).     After  more  extensive 
proceedings  a  renewal  was  ordered  in  April  of  1972  (Order  72-5-9).     In 
September  of  1973  the  Board  ordered  commencement  of  another  transatlantic 
certificate  renewal  case,    the  one  that  is  now  underway.     Thus  since  1964, 
the  Board  and  the  carriers  have  been  almost  constantly  litigating  this  issue. 
This  is  not  sensible  or  efficient  administrative  procedure. 

Beiore  leaving  the  issue  of  certificate  rights  we  should  point  out  that 
in  both  of  the  cases  referred  to  above.    World  is  also  protecting  its 
presently  certificated  area  of  activity  from  incursions  by  other  carriers. 
World  does  not   think  that  it  would  be  in  the  public  interest  to  abandon 
completely  reasonable  controls  over  new  entries  in  the  air  transport  field. 
If  the  entry  into  any  air  transport  business  were  completely  thrown  open 
with  no  controls  we  believe  there  would  be  chaos  leading  in  the  long  run 
to  poorer,    more  expensive  service  for  the  public. 
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In  addition  to  expansion  of  Its     certificated  rights.    World  and  other 
supplemental  air  carriers  have  been  seeking  greater  flexibility  in  the 
operation  of  their  existing  charter  rights.    The  types  of  passenger  and 
cargo  charters  which  we  are  permitted  to  operate  are  strictly  regulated 
by  a  number  of  very  detailed  economic  regulations  of  the  CAB.     We  have 
been  seeking  from  the    Board  (and  in  some  cases  from  the    Congress)  the 
following  changes  in  these  rules: 

(a)  Pro-Rata  (Affinity)Charters  -  The  Board  is  threatening  the  termination 
of  this  type  of  charter  (in  which  the  participants  are  members  of  the 
same  club  or  organization).     This  is  presently  the  principal  form  of 
charter,    accounting  for  over  60  percent  of  the  industry  total.     We 
have  taken  the  positio.i  that  this  mode  should  not  be  terminated  until 
other  forms  of  charters  have  been  established  and  shown  by  experience 
to  satisfy  the  low-cost  transportation  needs  of  the  public  that  the 
affinity  charters  presently  provide.     The  substitute  charter  modes 
that  might  accomplish  this  are  set  out  below. 

(b)  Inclusive  Tour  Charters    -  The  present  rules  permit  charters  even 
though  there  is  no  "affinity"  between  the  participants  if  a  ground  tour 
is  a  part  of  the  package  sold  to  the  participants.    This  is  only  permitted 
if  the  ground  tour  includes  overnight  stays  at  three  places  more  than 
50  miles  apart.    There  are  also  other  seriously  inhibiting  restrictions, 
especially  those  regulating  the  total  price  for  the  air-ground  package. 

The  Board  in  Docket  No.    27135,    has  proposed  a  liberalization  of  these 
rules.     World  and  the  other  supplementals  have  filed  comments  in 
the  case  severely  criticizing  this  proposal  as  so  restrictive  as  to  be 
largely  worthless.     It  certainly  would  not  replace  affinity  charters. 

(c)    Travel  Group  Charters    -  The  travel  group  charter  ("TGC") 

regulations  permit  participants  who  are  not  members  of  an  affinity 
organization  to  travel  on  charters  if  the  requirements  as  to  advance 
purchase,    advance  payment,    forfeiture  of  deposits  and  the  like  are 
met.     No  ground  package  is  required.    Though  the  European  countries 
have  adopted  a  similar,   but  far  more  liberal,    charter  mode  called 
an  advance  booking  charter  ("ABC")  which  has  been  very  successful, 
the  CAB  has  refused  to  amend  its  TGC  regulations  so  as  to  be  equally 
marketable.     We  have  urged  that  the  TGC  regulation  be  changed  to 
make  it  usable,    primarily  by  permitting  the  flight  organizer  (usually 
a  travel  agent)  to  be  an  indirect  air  carrier  who  can  thereby  charter 
the  aircraft  on  his  own  behalf  and  sell  the  transportation  at  a  fixed 
price. 
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If  the  TGC  and  ITC  forms  of  charters  were  so  liberalized,    World 
would,    after  a  reasonable  period  of  experinnentation  to  determine 
their  satisfactory  marketability, agree  to  the  phasing  out  of  affinity 
charters. 

The  improvement  of  these  charter  modes  is  the  nnost  important  market 

"entry"    or  expansion  sought  by  World  Airways.     It  is  essential 

for  the  continued  development  of  low  cost  air  travel  for  the  American 

public. 

(a)    What  are  the  reasons  for  the  steady  decline  in  the  number  of 
scheduled  and  supplemental  carriers? 

The  reasons  for  the  decline  in  the  number  of  supplemental  air  carriers 
are  quite  clear.     These  carriers  in  nearly  every  instance  began  their 
operations  as  primarily  military  contract  carriers.    Few  of  them  were 
soundly  financed.    As  the  military  business  declined,    particularly  in 
the  latter  stages  of  the  Indo-China  war,    all  of  the  supplementals  tried 
to  utilize  their  fleets  by  expanding  their  commercial  business.    Though 
some  were  able  to  make  this  transition  successfully,    a  number  of  the 
carriers  were  not  and,   having  limited  resources,   were  forced  out  of 
business.     Those  carriers  that  remain  are  facing  formidable  economic 
problems.    The  scheduled  carriers,   who  were  at  first  unwilling  to 
reduce  their  fares  to  n-ieet  the  new  competition  of  the  charter  carriers, 
have  in  recent  years  been  forced  to  establish  reduced  rate,    "promotional" 
fares  and  have  in  some  instances,    also  gone  into  the  charter  business 
themselves.     At  the  same  time  the  CAB  has  been  slow  to  provide  more 
liberal  new  charter  rules  and,   in  some  instances,   have  even  made  them 
more  restrictive.     As  a  result  the  very  existence  of  the  remaining 
supplemental  carriers  is  in  jeopardy.     Their  demise  would  lead  to  a 
situation  where  scheduled  carriers,    particularly  the  lATA  carriers 
in  the  international  field,   would  be  free  to  set  their  air  fares  without 
concern  for  low-cost  charter  competition,    a  result  that  would  be  unfortunate 
for  the  U.    S.    public. 

We  do  not  think  our  views  on  the  reasons  for  the  decline  in  the  number 
of  U.   S.    scheduled  carriers  are  worthy  of  much  consideration  because 
we  are  not  that  close  to  their  scene.     In  the  main,    however,    it  would 
appear  that  small  carriers,    weakened  by  excessive  competition,   have 
been  taken  over  by  larger,    stronger  companies  with  the  resources  and 
route  structures  capable  of  sustaining  the  operation. 


2123 


-5- 


(b)       What  is  the  impact  of  the  decline  in  the  number  of  carriers  on  the 
firms  remaining  within  the  industry? 

Speaking  of  the  supplemental  carrier  industry,    we  find  that  the  fewer 
number  of  remaining  carriers  are  stronger  and  better  able  to  offer 
good  service  and  modern  equipment  by  the  consolidation  of  the  charter 
business  in  their  hands.    There  is  still  plenty  of  competition  remaining 
between  the  supplementals  themselves  and  between  the  supplementals, 
on  the  one  hand,    and  the  scheduled  carriers,  both  U.    S.    and  foreign, 
on  the  other,   to  keep  them  aggressive  and  efficient. 

What  factors  are  taken  into  account  in  setting  charter  rates  (are  rates 
ever  quoted  that  are  below  fully  allocated  costs,    direct  operating  costs, 
incremental  costs);  what  are  included  in  incremental  costs;  are  rates 
quoted  above  fully  allocated  costs? 

World's  charter  rates  are  based  on  fully-allocated  costs  plus  a 
reasonable  profit.     The  difficulty  in  determining  rate  levels  is  to  correctly 
predict  how  much  ferry  mileage  (i.  e.  ,    miles  flown  with  an  empty 
aircraft  to  position  it  for  its  next  flight)  and  unused  fleet  time  will  be 
experienced  during  the  period  when  such  rates  are  in  effect.     A  rate 
may  return  all  costs  and  reasonable  profit  if  the  ferry  mileage  ex- 
perienced by  the  carrier  is  a  small  percentage  of  total  miles  flowTi.     If 
business  is  poor  so  that  such  a  level  of  ferry  mileage  is  high,   the 
otherwise  adequate  rate  may  become  totally  inadequate.     Similarly,   if 
the  carrier's  fleet  is  fully  utilized  only  during  certain  months  of  the 
year  and  is  mostly  grounded  for  lack  of  business  during  the  rest  of  the 
year,    a  rate  that  would  be  highly  compensatory  based  on  a  high  fleet 
utilization  may  become  totally  inappropriate  under  such  circumstances. 

In  view  of  these  major  cost  uncertainties  in  our  business  (there 
are  others,   of  course,    including  escalating  fuel,    personnel  and 
other  costs)  there  are  times  when  our  rates  turn  out  to  be  too 
low.     World,    for  exannple,   is  currently  losing  money  on  its  airline 
operations.     Yet  our  rates  are  probably  as  high  as  or  higher  than 
any  in  the  industry  in  most  markets. 

Of  course,   at  some  point,    rate  levels  can  be  so  high  as  to  reach  a 
point  of  no  return.     Increasing  the  rates  beyond  a  point  at  which 
there  will  be  demand  for  these  services  will  lead  to  no  increase  in 
revenue.     It  has  been  our  general  policy  to  charge  rates  at  levels 
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we  believe  will  return  fully-allocated  costs  and  a  reasonable  profit, 
after  making  what  we  think  to  be  appropriate  estimates  of  ferry- 
mileage,   fleet  utilization  and  escalating  operating  costs.     If  this 
proves  to  be  unmarketable  we  would  prefer  to  see  our  fleet  activity 
decline  than  to  reduce  rates  substantially.     To  do  otherwise  can 
only  lead  to  economic  disaster. 

Unfortunately,   due  to  the  fact  that  it  is  traditional  for  charter  agree- 
ments to  be  entered  into  far  in  advance  of  the  flight  covered,    it 
is  difficult  quickly  to  accommodate  changes  in  ferry  experience, 
fleet  utilization  or  operating  costs. 

We  do  have  two  exceptions  to  our  policy  of  setting  rates  based  on 
our  estimates  of  fully-allocated  costs  plus  a  reasonable  profit  factor. 
The  airline  business  (and  especially  the  charter  portion  of  it)  is 
seasonal  in  nature.    To  build  up  traffic  during  the  winter  months  World 
and  other  carriers  have  lower  rates  during  that  period,   higher  rates 
in  the  fall  and  spring  period  and  still  higher  rates  in  the  summer  months. 
Our  statement  above  about  World's  rate  policies  refers  to  average 
annual  rates. 

The  second  exception  to  our  policy  of  charging  fully  allocated  costs 
plus  a  profit  is  in  our  special  one-way  tariff.    World  and  most  other 
carriers  have  a  special  rate  for  one-way  flights  between  the  U.    S.  and 
Europe.     If  we  have  an  aircraft  that  is  to   ferry  across  the  Atlantic 
to  pick  up  its  next  load  and  we  are  offered  a  flight  (usually  a  sub-service 
by  another  carrier  on  short  notice)  we  offer  a  lower  rate  than  our 
usual  round  trip  rates.    This  rate  returns  full  out-of-pocket  costs. 
Since  it  avoids  the  dead  loss  of  a  ferry  leg,    it  meets  a  test  sometimes 
used  in  rate-making,    namely,    the  so-called  "profit-impact"  test. 

Finally,   as  to  whether  we  ever  charge  rates  above  fully-allocated 
costs,   we  do,    of  course,    seek  to  charge  rates  that  include  a  profit. 
Also,   if  the  ferry,   fleet  utilization  and  operating  cost  factors  turn  out 
to  be  better  than  projected,    rates  could  become  more  remunerative 
than  had  been  planned.     Unfortunately  this  has  not  been  the  case  in  the 
past  two  years. 
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AIR  CALIFORNIA  RESPONSES  TO  AIRLINE  QUESTIONNAIRE 

Q. 1,   See  Profile  of  Air  California 

2.  All  rates  and  routes  are  approved  by  the  California  Public  Utilities  Co.- 
:nission.   Regulatory  ti-ne  ^y   taKe  between  6  months  and  2  years  to  receive 
approval  or  disapproval  on  an  application. 

3.  In  13  of  our  20  city  pair  markets,  there  was  no  service  offered  and  the 
company  felt  that  the  economics  of  these  particular  markets  could  support 
new  air  service.   In  the  7  markets  being  served  by  another  carrier,  it  was 
felt  that  the  markets  were  being  poorly  served  and  there  was  a  need  for  Air 
California.   We  did  propose  lower  fares  in  the  competitive  markets,  but  the 
fares  were  in  line  with  our  system  fares.   Our  fares  are  based  on  supply  and 
demand  with  the  cost  of  operation  being  the  key.   Each  market  is  analyzed  to 
determine  profitability  prior  to  filing  a  route  application  and  later  justi- 
fied at  a  regulatory  hearing.   Pricing  is  a  very  important  strategy  for 
:narket  development,  in  fact.  Air  California  has  continued  discount  fares 

(family  plan,  group  fares,  etc.)  in  order  to  better  tap  the  potential  market. 
4.  The  following  city  pairs  are  served  by  Air  California: 

Fare         Profitable 
City  Pair  

a.  Santa  Ana  -  San  Francisco 

b.  Santa  Ana  -  San  Jose 

c.  Santa  Ana  -  Oakland 

d.  Santa  Ana  -  Sacramento 

e.  San  Diego    -  Santa  Ana 

f.  San  Diego    -  San  Jose 

g.  San  Diego    -  Oakland 
h.   San  Diego    -  Sacramento 

i.  Palm  Springs  -  San  Francisco 

j!  Palm  Springs  -  San  Jose 

k.  Palm  Springs  -  Oakland 

1.  Palm  Springs  -  Sacramento 

m*.  Palm  Springs  -  Santa  Ana 

n.  Palm  Springs  -  Ontario 

*[The  subcommittee  has  agreed  to  Air  California's  request  for 
confidentiality  for  this  information. J 
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Fare         Profitable 

$24.30 
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5.   See  Attachment 

g^  J_  The  subcomnlttee  has  agreed  to  confidentiality  for  this  inf oniiation._/ 


City  Pair 

o. 

Ontario 

-  San  Jose 

p- 

Ontario 

-  Oakland 

q- 

Ontario 

-  Sacramento 

r. 

Ontario 

-  Santa  Ana 

s. 

San  Jose 

-  Sacramento 

t. 

San  Jose 

-  Oakland 

Comparison  of  competitive  fares. 

Market 

San  Diego  -  Santa  Ana 

San  Diego  -  San  Jose/Oakland 

San  Diego  -  Sacramento 

Palm  Springs  -  San  Francisco 

Palm  Springs  -  Sacramento 

Palm  Springs  -  Ontario 

Ontario  -  San  Jose 

Ontario  -  Sacramento 

San  Jose  -  Sacreimento 


Does  not  include  flight  delays  and  weather  which  would  add 
10-12%  in  flight  time. 


Air 

Cal  Fare 

Competitor 

vs. 

Competitor 

Air  West 

Lower 

PSA 

Same 

PSA 

Same 

Western 

Same 

Western 

Same 

Western 

Same 

Continental 

Higher 

PSA,  Western 

Higher 

Air  West 

Lower 
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we  can  maintain  good  load  factors  by  effective  scheduling  each  and  every 
day.  we  do  not  waste  seats  in  any  market.   We  also  combine  markets  during 

poor  time  periods. 

.-u„  „.,KHr  rhe  ability  to  fly  cheaper  than  they  can 
8.   Our  low  fare  allows  the  public  cne  aDiiJ-uy  •."   7     k 

drive.   It  also  encourages  new  travellers  and  repeat  travellers. 

Fare         Per  Mile 
Air  

Orange  County  -  Bay  ^-ea         $24.30         6.4c 
(one  hour) 


Auto 


Ground    Per 

Miles     Mile    Cost 


Orange  County  -  Bay  Area        423      15c     $63.45 
(seven  hours) 
AS  can  be  seen  by  the  example,  the  air  service  allows  a  traveller  to 
commute  in  the  morning  and  return  at  night  cheaper  than  he  can  by 

driving  one  way. 
9.   We  have  not  experienced  any  abnormal  increase  in  passengers  due  to  lower 
fares  in  a  new  market.   Most  of  Air  Cal's  markets  were  not  previously 
served  and  therefore  historical  traffic  was  not  available  for  analysis. 

10.  [The  subcommittee  has  agreed  to  confidentiality  for  this  Information. 


11.   The  fare  must  be  economic,  competitive,  and  consistent  with  other  markets. 
Traffic  volume  and  cost  of  operation  normally  are  the  key  indicators. 
The  fares  are  compiled  by  the  marketing  department  and  approved  by  the 
executive  staff.   During  1974.  Air  California  filed  a  system  rate  increase 
with  the  Public  Utilities  Commission.   This  increase  was  required  due  to 
cost  increases  in  salaries  and  wages,  facilities,  landing  fees,  and  security. 
The  company  also  filed  seven  applications  for  rate  relief  due  to  fuel  price 
increases.   Our  base  fares  have  increased  20%  since  last  year. 

-3- 
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12.  See  Attachment 

13.  See  Attachment 

14.  See  Attachment 

15.  See  Attachment 

16.  See  Attachment 

17.  For  the  first  eleven  months  of  1974,  Air  California's  on  time  record  is 

as  follows: 

Zero  delay  54.97. 

1-15  delay  35.2% 

On  time  or  within 

15  minutes  90.1% 

Schedule  Completion  Factor        99.8%, 

From  what  we  read  in  the  Aviation  Daily,  Air  California  probably  has  the 

best  on  time  and  completion  factor  in  the  scheduled  airline  industry. 

The  ability  to  be  on  time  in  our  commuter  type  business  is  critical  and 

we  give  it  the  highest  priority. 

18.  See  Attachment 

19.  Our  routes  average  on  a  market -by -market  basis  from  26  passengers  per  day 
between  Palm  Springs  and  Oakland  to  880  passengers  per  day  between  Santa 
Ana  and  San  Francisco. 

COMPARISON  OF  1973  O&D  TRAFFIC 

City  Pair  Passengers 

Boston  -  New  York  1,917,900 

Chicago  -  New  York  1,726,320 

Washington  -  New  York  1,740,980 

Boston  -  Washington  597,890 

Chicago  -  Washington  498,690 

Chicago  -  Boston  381,610 
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COMPARISON  OF  1973  O&D  TRAFFIC  (cont.) 
City  Pair  Passengers 

Orange  County  -  San  Francisco  321,130 

-  San  Jose  276,520 

-  Oakland  187,140 

-  Sacramento  125,335 
Ontario       -  San  Jose  97,930 

-  Oakland  79,030 

-  Sacramento  23,775 

Other  markets  are  smaller. 
Density  of  traffic  allows  a  carrier  to  schedule  more  flights  during  the 
day,  thereby  Increasing  utilization  of  personnel  and  equipment.   This 
reduces  the  unit  cost  of  operation. 

20.  Air  California  has  a  perfect  safety  record  for  the  eight  years  of  operation. 
We  are  not  familiar  vd.th  the  records  of  other  airlines. 

21.  We  do  not  fly  interstate. 

22.  Same 

23.  Air  California  receives  its  routes  and  rates  from  the  California  Public 
Utilities  Commission.   All  aircraft  are  licensed  and  approved  by  the  F.A.A. 
as  are  all  of  the  personnel  who  need  to  be  licensed.   Air  California  holds 
a  C.A.B.  exemption  to  go  beyond  the  three  mile  limit  for  flight  operations 
in  California.   Our  cost  for  regulatory  affairs  approximates  $100,000  per 
year. 

24.  Yes.   Air  California  believes  that  there  is  a  need  for  another  regional 
local  service  carrier  on  the  West  Coast.   Air  California  would  want  to 
develop  service  from  its  existing  eight  cities  to  points  such  as:   Boise, 
Salt  Lake  City,  Denver,  Albuquerque,  Tucson,  Phoenix,  Las  Vegas,  Reno, 

El  Paso,  Grand  Junction,  hfedford,  Eugene,  Portland,  Seattle,  Spokane, 
Twin  Falls.   Air  California  is  presently  processing  applications  to  serve 
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Monterey,  and  South  Lake  Tahoe.   We  are  studying  possible  service  to  Santa 
Rosa,  Eureka.  Redding,  Santa  Barbara,  Bakersfield,  and  El  Centro.   All 
in  California. 

25.  See  Attachment 

26.  No 

27.  Employees  "^ 
Departures  26,869 
Passengers  ^'^??'"„ 
Aircraft  Miles  5,784,870 
Flight  Hours  17,440 
R.P.M.'s  (000)  474,446 
A.S.M.'s  (000)  665,260 


28. 


For  11  months  ending  November  30.  1974. 

Approximately  12.5%  of  our  total  hours  are  caused  by  delays  and  air 

traffic  conjestlon.   Our  block  hour  ratio  to  flight  hours  is  1.20  :  1.00. 
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ON  BOARD  TRAFFIC   BETWEEN 
MAJOR  CALIFORNIA  AIRPORTS 
January-October 


Pax 

Seats 

Load 
Factor 

'i 

SNA-SFO 

308,150 

416,072 

74.0% 

SNA-SJC 

435,510 

543,151 

80.2% 

SJC-OAK 

193,728 

556,884 

34,8% 

ONT-SJC 

158,341 

227,354 

69.6% 

SNA-SMF 

102,062 

136,179 

74,9% 

SAN-SNA 

77,223 

242,677 

31,8% 

SNA-OAK 

59,428 

82,791 

71.8% 

SJC-SMF 

62,935 

117,863 

53,4% 

ONT-SNA 

48,162 

177,800 

27.1% 

PSP-SNA 

29,908 

85,444 

35.0% 

SAN-SJC 

24,364 

49,105 

49.6% 

PSP-ONT 

18,974 

54,740 

34.6% 

SJC-SFO 

5,882 

20,785 

28.3% 

PSP-SFO 

1,259 

1,840 

68.4% 

PSP-SJC 

755 

1,035 

73.0% 

SFO-OAK 

59 

115 

51,3% 

ONT-OAK 

7 

86 

8.1% 
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12.  The  company's  forecast  for  1975,  which  assumes  a  70%  load  factor,  indicates 
a  positive  cash  flow  of  approximately  $768,000.  The   cash  flow,  assuming 
lower  load  factors,  changes  dramatically  as  illustrated  below. 

Load  Factor  Cash  Flow 

55%  Negative  $5,042,000 

607o  Negative   $2,762,000 

65%  Negative  $  481,000 

Without  major  capital  expenditures  and  borrowings  the  above  results  would 
apply  to  any  one  period  assuming  that  increase  in  cost  levels  will  be  offset 
with  fare  increases. 

13.  The  company  leases  all  its  aircraft:   Eight  (8)  Boeing  737-200's  and  one  (1) 
Lockheed  Electra  L-188.   The  lease  terms  are  for  a  twelve  (12)  year  period. 

14.  Our  total  costs  for  the  eleven  (11)  month  period  ending  November  30,  1974, 
were  $27,694,000  and  accounted  for  by  percentages  as  follows: 


Advertising 

1.67. 

Other  promotions 

0.27. 

Office  rents 

1.3% 

Wages 

25.6% 

Executive  salaries 

.5% 

Fuel 

9.4% 

No  comparative  studies  have  been  made  with  the  industry  average. 
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16. 
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The  company  operates  eight  (8)  Boeing  737's  and  one  (1)  Lockheed  Electra 
In  general,  wage  expenses  for  pilots,  other  crew  and  ground  personnel  are 
lower  than  the  average  wages  in  the  industry.   This  is  accounted  for  by 
the  fact  that  Air  California  is  a  relatively  new  air  carrier  (services 
started  in  January  1967)  and  is  small  in  size. 

25.   Fuel  costs  as  a  percentage  of  our  total  costs: 

1972  12.8% 

1973  12.17. 

1974  18.07. 

1975  20.77. 

Average  fuel  costs  per  gallon: 


1972 

15.03c 

1973 

15. SO? 

1974 

28. 50^ 

1975 

34.80(? 
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A  BRIEF  HISTORY  OF  AIR  CALIFORNIA 
8  Years   Young... Over  7  Million  Passengers  Old 

December,  1965  --  Five  young  businessmen  --  William  Myers,  Alan  H. 
Kenison,  Mark  T.  Gates,  Jr.,  William  L.  Pereira,  Jr.,  and  Lud  Renick  — 
met  in  Corona  del  Mar  to  discuss  forming  an  airline  to  meet  travel 
needs  between  Orange  County  and  the  San  Francisco  Bay  Area.   As  the 
result  of  their  meeting,  the  decision  is  made  to  organize  Air  California. 

January,  1966  --  Joining  the  younger  men  are  several  older  men,  all 
with  considerable  background  In  aviation.   They  include:   J.  Kenneth  Hull, 
Air  California's  first  president,  formerly  president  of  Lockheed  Air- 
craft International,  Inc.,  and  Thomas  Wolfe,  Chairman  of  the  Board, 
formerly  vice  president,  sales.  Western  Airlines. 

April  12,  1966  --  Following  a  series  of  meetings  and  creation  of  a  small 
executive  cadre,  Air  California  is  incorporated  as  a  C.ilifornia  corporation. 

April  15,  1966  --  Air  California  files  its  first  route  application  v;ith 
the  Californi.a  Public  Utilities  Commission.   The  airline  seeks  a  route 
between  Orange  County  Airport  and  San  Francisco  International  Airport. 

June  28,  1966  --  The  California  Public  Utilities  Commission  opens  public 
heaiinys  on  Air  California's  first  route  application. 

September  20,  1966  --  The  California  Public  Utilities  Commission  grants 
h^^   C". .."  iOrniS  IvS  fir=t  route  cerciticate,  calling  for  a  mini;nu;a  of 
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five  daily  round  trips  between  Orange  County  and  San  Francisco. 

November  15,  1966  --  Air  California's  first  Passenger  Tariff,  filed 
with  the  California  Public  Utilities  Commission,  becomes  effective. 

December  1,  1966  --  Air  California's  first  Air  Freight  Tariff  (P.U.C.) 
becomes  effective. 

December  19,  1966  --  The  Securities  and  Exchange  Commission  approves 
Air  California's  initial  public  stock  offering  of  250,000  shares. 

January  16,  1967  --  Air  California  begins  service  on  its  first  route 
with  two  Lockheed  Electra  prop- jet  aircraft. 

July  6,  1967  --  Air  California  files  its  second  route  application  with 
the  California  Public  Utilities  Commission,  asking  for  permission  to 
fly  from  Orange  County  Airport  to  Oakland  International  and  San  Jose 
Municipal  airport  in  the  Bay  Area. 

July  27,  1967  --  The  California  Public  Utilities  Commission  opens 
public  hearings  on  Air  California's  second  route  application. 

October  10,  1967  --  The  California  Public  Utilities  Commission  awards 
Air  California  routes  from  Orange  County  Airport  to  San  Jose  and 
Oakland.   Air  California  has  added  two  more  Lockheed  Electras. 

October  23,  1967  --  Air  California  begins  service  between  Orange  County 
and  San  Jose  and  Oakland. 

February  1,  1968  --  J.  Kenneth  Hull  retires  as  Air  California's  first 
president  and  Carl  A.  Benscoter,  executive  vice  president  of  Mohawk 
Airlines,  is  elected  president.   N.  Loyall  McLaren  is  elected  chairman 
of  the  board. 
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March  1,  1968  --  Air  California  opens  Its  own  maintenance  base  at  San 
Francisco  International  Airport. 

March  5,  1968  --  Air  California  files  its  third  route  application  with 
the  California  Public  Utilities  Commission.   Routes  between  Ontario  and 
San  Jose/Oakland  and  between  Hollywood-Purbank  and  San  Jose/Oakland  are 
sought. 

March  6,  1968  --  Air  California  takes  delivery  of  its  first  pure  jet 
aircraft,  two  Douglas  DC-9  twin- jets. 

May  17,  1968  --  Air  California  inaugurates  pure  jet  service  on  its 
Orange  County  to  San  Francisco  route. 

May  24,  1968  --  The  California  Public  Utilities  Commission  opens  public 
hearings  on  Air  California's  third  route  request. 

June  11,  1968  --  The  California  Public  Utilities  Commission  grants  Air 
California  its  requests  for  routes  from  Ontario  to  San  Jose/Oakland  and 
from  Hollywood-Eurbank  to  San  Jose/Oakland . 

June  14,  1968  --  Air  California  flys  its  500,000th  passenger. 

July  9,  1968  --  Air  California  files  its  fourth  route  application  with 
the  California  Public  Utilities  Commission,  requesting  a  route  from  Long 
Beach  Municipal  Airport  to  San  Jose/Oakland . 

August  20,  1968  --  Air  California  directors  decide  to  expand  the  Air 
California  jet  fleet  and  standardize  aircraft.   An  agreement  to  lease 
six  Boeing  737  twin-jets  is  signed. 

August  30,  1968  --  Air  California  files  its  first  interstate  route 
request  with  the  Civil  Aeronautics  Board.   The  airline  seeks  inclusion 
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In  the  cab's  Pacific  Northwest-California  route  investigation  and  asks 
for  routes  linking  Southern  and  Northern  California  to  Portland,  Oregon, 
and  Seattle,  Washington. 

September  11,  1968  --  Air  California  amends  its  fourth  California  Public 
Utilities  Commission  route  application  to  include  routes  to  San  Jose 
and  Oakland  from  San  Diego  and  to  include  routes  from  San  Diego  to  San 
Jose/Oakland  via  Long  Beach. 

September  19,  1968  --  The  Civil  Aeronautics  Board  votes  to  include  Air 
California  in  the  Pacific  Northwest-California  route  case  to  determine 
If  Air  California  should  be  awarded  routes  to  Portland  and  Seattle. 

September  30,  1968  --  The  California  Public  Utilities  Commission  opens 
public  hearings  on  Air  California's  fourth  intrastate  route  application. 

October  7,  1968  --  Air  California  begins  Boeing  737  jet  service  on  its 
Orange  County  to  San  Francisco  route. 

October  27,  1968  --  Air  California  begins  operations  at  Ontario  Inter- 
national Airport  with  Boeing  737  service  to  San  Jose  and  Oakland. 

December  3,  1968  --  Air  California  begins  operations  at  Hollywood- 
Burbank  Airport  with  Boeing  737  service  to  San  Jose  and  Oakland. 

December  16,  1968  --  Final  flight  of  Lockheed  Electra  aircraft. 

December  17,  1968  --  Air  California  becomes  a  pure-jet  airline  with 
Boeing  737  jets  used  exclusively. 

December  19,  1968  --  Air  California  files  application  with  PUC  for  fare 
increases  (first  in  its  history)  SNA/ONT-SFO/SJC/OAK  from  $14.85  to 
$16.19  and  BUR-SJC/OAK  from  $13.50  to  $14.52  (both  exclusive  of  tax). 
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•February  27,  1969  --  Air  California  carries  its  1,000,000th  passenger, 
25^1  months  after  beginning  operations. 

March  25,  1969  --  California  Public  Utilities  Commission  grants  Air 
California  interim  fare  increases  --  the  first  since  the  airline  began 
operations.  $14.85  ($15.59)  to  $16.19  ($17.00)  and  $13.50  ($14.18)  to 
$14.52  ($15.25)  . 

April  1,  1969  --  Air  California's  first  Charter  Tariff  becomes 
effective . 

April  14,  1969  --  Air  California  puts  interim  fare  increase  into  effect, 
except  in  Burbank  market. 

April  14,  1969  --  Air  California  files  application  with  California 
Public  Utilities  Commission  for  service  to  Sacramento  from  Orange  County, 
Ontario  and  Hollywood/Burbank. 

April  30,  1969  --  Annual  meeting  held  at  Newporter  Inn,  Newport  Beach. 

May  19,  1969  --  Pacific  Southwest  Airlines  files  omnibus  application  for 
all  intrastate  routes  served  or  sought  by  Air  California. 

May  23,  1969  --  Air  California  increases  its  Military  Standby  fare  from 
50%  to  66-2/37.;  discontinues  50%  Clergy  Discount  fare. 

June  16,  1969  --  Air  California  changes  style  of  stewardess  uniform. 

June  20,  1969  --  Air  California  files  application  with  California  Public 
Utilities  Commission  for  routes  from  Palm  Springs  to  San  Francisco,  San 
Jose  and  Oakland. 

July  8,  1969  --  California  Public  Utilities  Commission  grants  permanent 
fare  increases  to  Air  California,  PSA,  Western,  United. 
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July  29,  1969  --  Air  California  files  application  for  Civil  Aeronautics 
Board  certification  of  existing  California  intrastate  routes. 

August  2,  1969  --  Air  California  increases  Burbank  fares.   All  other 
California  Corridor  carriers  increase  fares. 

August  5,  1969  --  Air  California's  first  jet  first  class  passenger 
tariff  (Fiesta  Service)  becomes  effective  (P.U.C). 

August  5,  1969  --  Air  California  files  application  with  California 
Public  Utilities  Conmission  for  fare  increases  to  offset  cost  increases 
experienced  in  first-half  1969  (approximately  4.2%) . 

August  8,  1969  --  Air  California  files  omnibus  route  application  with 
California  Public  Utilities  Commission  for  all  intrastate  routes  served 
or  sought  by  Pacific  Southwest  Airlines. 

September  3,  1969  --  California  Public  Utilities  Commission  awards  Air 
California  non-stop  route  authority,  San  Diego-San  Jose  and  San  Diego- 
Oakland,  specifying  a  minimum  of  two  daily  round  trips.   The  same  PUC 
order  temporarily  denies  Air  California  Long  Beach-San  Jose  route, 
temporarily  denies  PSA  Long  Beach-San  Francisco   and  Long  Beach-Oakland 
routes.   Give  both  carriers  until  July  1,  1970,  to  negotiate  terminal 
space  and  operating  rights  from  City  of  Long  Beach. 

September  3,  1969  --  Air  California  begins  Fiesta  Service;  becomes 
nation's  first  commuter  airline  to  offer  two  classes  of  service.   Fiesta 
Service  fares  are  $7.14  and  $6.67  (BUR)  higher  than  commuter  fares. 

September  14,  1969  --  Passenger  total  for  1969  to  date  surpasses  1968- 
year  total. 

September  15,  1969  --  Air  California  carries  its  1,500,000th  passenger. 


2141 


-7- 


exactly  32  months  after  start  of  service. 

October  10,  1969  --  Air  California  notified  the  California  Public  Utilities 
Coiranission  that  it  will  provide  service  between  San  Diego  and  San  Jose- 
Oakland  and  that  it  will  negotiate  with  the  City  of  Long  Beach  for 
terminal  space  and  operating  rights  at  Long  Beach  Airport. 

November  4,  1969  --  The  California  Public  Utilities  Commission  awarded 
Air  California  new  routes  from  Palm  Springs,  California,  to  the  Northern 
California  Bay  Area  cities  of  San  Francisco,  San  Jose  and  Oakland.   The 
one  way  fare  will  be  $20  plus  tax  between  Palm  Springs  and  the  three 
Bay  Area  cities. 

December  10,  1969  --  Air  California  begins  operations  at  Palm  Springs 
Municipal  Airport  with  the  new  daily  Boeing  737  service  to  the  Bay  Area 
cities  of  San  Francisco,  San  Jose  and  Oakland. 

December  15,  1969  --  Pacific  Southwest  Airlines  makes  offer  to  acquire 
all  of  Air  California's  routes,  assets  and  liabilities. 

December  31,  1969  --  Air  California  carries  832,359  passengers  during 
calendar  year  1969  for  a  39%  increase  in  passengers  carried  over  1968. 

January  14,  1970  --  Burbank  to  Oakland/San  Jose  service  suspended. 

January  16,  1970  --  Third  anniversary  of  scheduled  operations  shows 
1,760,221  passengers  carried  during  first  three  years  of  operations. 

March  3,  1970  --  California  Public  Utilities  Commission  grants  Air 
California  an  interim  120  day  fare  increase,  raising  fares  from  4.6c  to 
5.6c  per  revenue  mile  on  all  routes  except  Palm  Springs  to  San  Francisco/ 
San  Jose/Oakland  effective  March  18,  1970. 
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May  13,  1970  --  Air  California  boards  its  2,000,000th  passenger  just 
3  1/3  years  after  start  of  operations. 

May  19,  1970  --  Pacific  Southwest  Airlines  withdraws  its  bid  to  acquire 
Air  California. 

May  21,  1970  --  Air  California's  president  Carl  A.  Benscoter  and 
treasurer  Robert  E.  Soulerin  resign  from  Air  California  posts  and 
Robert  W.  Clifford  Vice  President  Operations  and  Maintenance  named 
Vice  President  and  General  Manager  to  run  the  airline. 

May  28,  1970  --  Wes tgate-Calif ornia  Corporation  announces  tender  offer 
for  Air  California's  outstanding  common  stock. 

June  22,  1970  --  Westgage-California  Corporation  assumes  control  position 
of  Air  California  based  on  its  successful  tender  and  elects  a  new  board 
of  directors;  C.  Arnholt  Smith,  President  &  Chairman  of  the  Board; 
P.  A-  Toft  Executive  Vice  President;  C.  Hugh  Friedman,  Secretary;  Robert 
W.  Clifford,  Vice  President  and  General  Manager;  Dudley  F.  Miller,  Vice 
President  Marketing;  C.  L.  Banks,  Vice  President  Governmental  Affairs; 
Carol  Smith  Shannon;  Donald  C.  Heffner;  Ronald  J.  Sutter;  Norman  B.  Foster. 

September  11,  1970  --  Max  P.  Van  Dordrecht  named  Vice  President  and 
Treasurer  of  Air  California. 

September  15,  1970  --  Westgate-CaLifornia  Corporation  accepts  delivery 
of  new  Boeing  737-200  aircraft  and  turns  the  aircraft  over  to  Air 
California  bringing  its  fleet  to  seven  Boeing  737-200  aircraft. 

October  1,  1970  --  Air  California's  Senior  Citizens  fare  tariff  effective. 

November  1,  1970  --  Air  California  begins  service  to  San  Diego  with  six  daily 
flights  between  San  Diego  and  San  Jose/Oakland. 
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November  11,  1970  —  Air  California  files  to  serve  Eureka- Areata  Airport 
on  a  route  between  Eureka-Arcata  and  San  Francisco  and  between  Eureka-Arcata 
Airport  and  Orange  County  Airport/Disneyland  and  Palm  Springs  Municipal  Air- 
port via  San  Francisco. 

November  12,  1970  --  Air  California  files  with  the  CAB  for  authority  to 
set  up  Interline  ticketing  and  baggage  agreements  with  major  airlines. 

December  1,  1970  —  Air  California  filed  with  the  PUC  an  application  for 
new  service  between  Los  Angeles  International  Airport  and  San  Jose  Municipal 
Airport  and  Oakland  International  Airport  with  the  San  Jose  or  Oakland  air- 
ports being  either  a  terminal  or  intermediate  point  on  the  route. 

December  31,  1970  —  Air  California  carried  a  total  799,702  passengers  during 
calendar  year  1970.  Load  factor  was  52.87.  with  an  average  of  64  passengers 
on  all  flights. 

January  14,  1971  —  Air  California  became  one  of  the  first  airlines  in  the 
country  to  Install  the  first  set  of  smoke  elimination  devices  on  one  of  its 
Boeing  737s. 

January  15,  1971  —  Air  California  introduces  its  new  (Spanish  inspired 
California  gold  and  orange)  stewardess  uniforms. 

January  16,  1971  —  Air  California  begins  new  service  on  its  recently  awarded 
route  between  Orange  County  Airport  and  Palm  Springs. 

January  16,  1971  —  Fourth  anniversary  of  scheduled  operations  shows  2,558,167 
passengers  carried. 
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February  11,  1971  —  Air  California  begins  new  service  on  its  recently 
awarded  route  between  Orange  County  Airport  and  San  Diego. 

February  25,  1971  —  "The  Air  California  Board  of  Directors  elects  Max 
Van  Dordrecht,  Vice  President  &  Treasurer,  to  its  Board  of  Directors,  The 
Board  of  Directors  elects  Frederick  R.  Davis  to  the  position  of  Assistant 
Vice-President  Schedules  &  Economic  Planning. 

March  1,  1971  --  Air  California  announces  room  reservations  agreement  with 
the  Rodeway  Inns  of  America. 

March  2,  1971  —  The  California  PUC  approves  Westgate-Califomia  Corporation's 
acquisition  of  controlling  interest  in  Air  California. 

April  19,  1971  --  Air  California  begins  contract  training  of  Southwest  Airlines 
stewardess  personnel. 

May  11,  1971  —  Annual  Shareholders  meeting  elects  Robert  W.  Clifford  president 
of  Air  California  and  appoints  Dudley  F.  Miller,  executive  vice  president- 
marketing  and  Max  Van  Dordrecht,  executive  vice  president-finance  for  the  air- 
line.  The  shareholders  also  elected  a  new  Board  of  Directors  for  1971.   As 
follows:   C.  Amholt  Smith,  P.  A.  Toft,  Robert  W.  Clifford,  Dudley  F.  Miller, 
R.  J.  Sutter,  and  C.  Smith  Shannon.  Mr.  Smith  remains  Chairman  of  the  Board. 
May  26,  1971  —  Air  California  takes  delivery  of  a  new  Boeing  737-200  model 
jet  aircraft,  bringing  the  fleet  total  to  eight  Boeing  737-200's. 

July  26,  1971  —  Air  California  carries  its  3  millionth  passenger  in  just  over 
4%  years  since  the  start  of  scheduled  flight  operations. 
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August  24,  1971  —  The  California  Public  Utilities  Commission  awards 
Air  California  new  route  awards:   San  Jose-Sacramento,  Orange  County  Airport- 
Sacramento  via  Orange  County  Airport  and  San  Jose,  Ontario-Sacramento  via 
Orange  County  Airport,  Ontario-Sacramento  via  San  Jose,  and  Palm  Springs 
Sacramento  via  San  Jose. 

September  22,  1971  --  New  service  to  Sacramento  from  Orange  County  Airport, 
San  Diego,  Ontario,  Palm  Springs,  San  Jose  begins. 

January  1,  1972  —  During  calendar  year  1971  the  airline  carried  a  total  of 
898,896  passengers  for  a  12.1%  increase  over  1970.  Load  factor  was  up  to 
51.8%  with  an  average  of  70  passengers  on  every  flight. 

January  16,  1972  —  Celebrated  5th  anniversary  of  scheduled  operations 
having  flown  over  3,464,000  passengers  in  perfect  safety. 

February  25,  1972  --  Kenneth  Warren  appointed  Manager,  Cargo  Sales. 

April  6,  1972  --  Richard  W.  Kerley  appointed  Manager,  Charter  &  Tour  Sales. 

May  9,  1972  --  Frederick  R.  Davis  elected  Vice  President  Schedules  & 
Economic  planning. 

July  6,  1972  --  Pacific  Southwest  Airlines  (PSA)  announces  bid  to  control 
Air  California. 

October  1,  1972  —  New  "50-26"  Weekend  fare  introduced. 

October  1,  1972  --  New  Orange  County  Airport-Ontario  service  inaugurated. 
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January  1,  1973  --  During  calendar  year,  1972,  the  airline  carried  a  total 
of  1,090,010  passengers  for  a  21.3%  increase  over  1971.   Load  factor  was 
61%  with  an  average  of  82  passengers  on  every  flight. 

January  2,  1973  —  Frederick  R.  Davis  appointed  to  new  position  of  Vice 
President  Marketing  responsible  for  economic  planning,  schedules,  route 
cases,  inflight  services  and  advertising,  sales. 

January  2,  1973  --  Joseph  E.  Walker  elected  to  position  of  Assistant  Vice 
President,  Sales. 

June  13,  1973  --  Began  service  between  Ontario  and  Sacramento. 

July  5,  1973  --  Proposed  merger  betvjeen  Air  California  and  Pacific  Southwest 
Airlines  dropped. 

December  12,  1973  --  Has  carried  through  December  11,  1973,  a  total  of 
5,738,754  passengers  in  perfect  safety. 

February  26,  1974  --  Announces  the  creation  of  "Happy  Hop  to  Disneyland" 
vacation  package. 

March  13,  1974  --  Manuel  G.  Mello  was  named  Vice  President  -  Maintenance  & 
Engineering  headquartered  at  the  airline's  Oakland  Maintenance  Base  is 
responsible  for  quality  control  and  avionics,  in  addition  to  all  maintenance 
and  engineering  of  the  aircraft  fleet. 

March  15,  1974  --  John  E.  Ericsen  was  named  Assistant  Vice  President  Operations/ 
Control  responsible  for  flight  control,  crew  scheduling,  aircraft  usage  and 
planning. 
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March  15,  1974  —  Linda  Glfford  was  announced  today  as  Director  of 
Reservations  responsible  for  control  of  the  airline^  60  daily  flights. 

March  15,  1974  --  Robert  C.  Payton  has  been  appointed  Manager  of  Public 
Affairs,  responsible  for  internal  communications,  press  &  community 
relations . 

April  19,  1974  --  Air  California  reduces  the  price  of  inflight  cocktails  to  $1. 

May  15,  1974  --  Curvin  J.  Trone ,  Jr.,  Howard  W.  Rathbun,  and  J.  Thomas  Talbot 
named  to  Board  of  Directors. 

June  10,  1974  --  James  R.  Phelan  named  Regional  Sales  Manager  -  Northern  Region. 

June  10,  1974  --  Paul  Ganci  named  Regional  Sales  Manager  -  Southern  Region. 

July  16,  1974  --  "San  Francisco  Your  Way"  tour  program  introduced. 

August  1,  1974  --  Thomas  I.  Roberts  named  Director  of  Customer  Service. 

August  30,  1974  --  1,000,000  Passenger  for  1974  honored  in  Ontario,  45  days 
earlier  than  1973. 

September  11,  1974  --  Phillips-Ramsey  Agency  of  San  Diego  named  as  agency  of 
record  effective  October  1,  1974. 
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PACIFIC  SOUTHWEST  RESPONSES  TO  AIRLINE  QUESTIONNAIRE 


1.  'q.    Describe  the  history  of  your  firm. 

A.    Attached  hereto  as  Exhibit  "A"  is  a  brief 
summary  of  PSA's  history. 

2.  Q.    What  regulatory  or  other  obstacles  did  you  face 

in  trying  to  obtain  approval  to  fly  the  routes 
and  charge  the  fares  that  you  wished  to  charge? 

A.    (i)   Routes .   Prior  to  1965,  there  were  few 

restrictions  on  PSA's  inaugurating  flights  on  new 
routes.   The  CAB  asserted  no  jurisdiction  and 
the  California  Public  Utilities  Commission  (CPUC) 
required-  little  more  than  notification.   However,  in 
1965,  the  Ca-lifornia  Legislature  promulgated  the  Pas- 
senger Air  Carrier  Act  ("Act") ,  which  gave  all  California 
intrastate  air  carriers  "grandfather  rights"  to  all 
passenger  routes  previously  flown  by  them,  exempted 
all  air  carriers  holding  a  current  certificate  of 
public  convenience  and  necessity  from  the  federal 
government  and  required  that  all  new  California 
intrastate  air  routes  be  inaugurated  only  after 
obtaining  from  the  CPUC  a  certificate  of  public 
convenience  and  necessity  authorizing  such  service. 
The  statute  provided  for  each  air  carrier  desiring 
to  inaugurate  nev;  service  to  file  a  formal  appli- 
cation with  the  CPUC,  provide  information  showing 
their  capability  to  initiate  and  maintain  the 
service  and  the  need  for  the  new  service.   A  hearing 
was  required  if  there  was  a  formal  objection  of 
any  party  to  the  application.   During  the  initial 
period  after  the  adoption  of  the  Act,  this  process 
required  little  time  for  there  were  few  participants 
and  thus  abbreviated  hearings.   However,  more  recently  . 
this  process  has  become  more  involved  by  reason  of 
the  participation  of  many  more  intrastate  and  inter- 
state carriers  and  environmental  groups.   Accordingly, 
route  awards,  which  used  to  take  several  months,  have 
been  extended  to  periods  of  one  to  two  years  with 
some  cases  dragging  out  as  long  as  five  years  before 
an  order  is  obtained  from  the  CPUC.   While  the 
CPUC  is  charged  under  the  Act  with  the  development 
of  an  "orderly,  efficient,  economical  and  healthy 
intrastate  passenger  air  network"  for  the  people  of 
the  State  of  California,  this  objective  has  been 
extremely  difficult  to  fulfill  for  the  CPUC  does 
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not  have  jurisdiction  over  CAB  certificated  air 
carriers  who  fly  intrastate  passengers  on  intrastate 
routes.   Similarly,  the  CAB,  because  of  its  lack  of 
jurisdiction  over  intrastate  carriers,  has  been  unable 
to  develop  such  an  overall  plan  even  though  they  also 
have  been  charged  with  such  a  responsibility.   As  a 
result,  each  regulatory  body  has  tended  to  ignore  the 
air  carriers  it  does  not  regulate  and  protect  those 
that  it  does.   This  procedure  has  resulted  in  a 
mixture  of  monopolies  and  highly  competitive  markets 
without  the  planning  that  is  required  in  the  charge 
to  both  agencies. 

(ii)   Fares .   Fares  charged  by  all  intrastate  and 
CAB  carriers  for  air  transportation  on  intrastate 
routes  in  California  are  regulated  by  the  CPUC . 
The  process  for  increasing  such  fares  requires  the 
filing  of  an  application  with  the  CPUC,  public 
hearing  and  an  order  by  the  CPUC.   The  CPUC,  in  past 
decisibns,  has  declared  PSA  to  be  the  "rate  making 
carrier"  in  the  principal  California  intrastate  air 
transportation'markets  because  of  its  efficiency.   As 
a  result,  once  rate  increases  are  granted  to  PSA  after 
a  full  hearing,  such  increases  are  awarded  to  the  other 
air  carriers  in  the  market  upon  their  application  and 
an  abbreviated  hearing,  if  any  hearing  is  held  at  all. 

One  serious  problem  confronting  the  carriers  is 
the  regulatory  lag  in  granting  fare  increases  during 
a  highly  inflationary  environment.   Fare  applications 
filed  with  the  CPUC  by  PSA  have  taken  from  one  to 
two  years  to  process.   Such  time  lags  can  be  economi- 
cally fatal  to  PSA. 

The  CPUC  treatment  of  fares  on  a  carrier  by  carrier, 
application  by  application  basis  using  the  "rate 
making  carrier"  concept  rather  than  the  market  by 
market  approach  (industry-wide  approach)  is  short- 
sighted and  results  in  delays  as  well  as  inequities. 
For  example:   (a)   designating  PSA  as  the  "rate 
making  carrier"  in  the  principal  California  intra- 
state market  is  prejudicial  to  the  trunk  carriers 
whose  costs  are  higher;  (b)   adjusting  individual 
carrier  market  fares  rather  than  allowing  for  per- 
centage increases  to  be  applied  by  all  carriers 
creates  confusion  and  further  inequities. 

In  addition,  the  CPUC  and  CAB  use  different 
accounting  concepts  in  determining  whether  to  grant 
or  deny  fare  increases.   The  CPUC,  whose  accounting 
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concepts  grew  out  of  its  "utility  regulatory 
experience" ,  has  failed  to  allow  a  deduction  for 
deferred  taxes  in  developing  the  air  carriers  "rate  of 
return".   This  has  the  affect  of  reducing  the  real  rate 
of  return  for  PSA  by  50%.   The  CPUC  has  also  refused 
to  recognize  other  accounting  procedures  that  the  CAB 
after  lengthy  study  has  established  for  the  interstate 
air  carriers  in  areas  such  as  (i)  depreciation  methods 
and  useful  lives  of  equipment,  (ii)  composition  of  the 
"rate  base"  and  the  treatment  of  gains  on  equipment 
sold  by  a  carrier  which  are  excluded  from  rate  base 
by  the  CAB,  (iii)  "elasticity"  in  fare  setting  which 
is  properly  recognized  by  the  CAB  and  ignored  by 
the' CPUC,  and  (iv)  standard  load  factor  analysis 
recognized  by  the  CAB  and  rejected  by  the  CPUC.   The 
refusal  of  the  CPUC  to  recognize  CAB  rate  making  con- 
cepts creates  gross  distortions  and  consequent  inequities 
when  the  CPUC  and  CAB  fare  setting  policies  are  compared. 

Furthermore,  the  CPUC  uses  "future"  forecasting 
to  set  irate  levels  as  opposed  to  revising  past 
periods  of  operation.   Its  deliberations  in  determining 
whether  a  fare  increase  is  warranted  combine  a  future 
forecast  of  revenues  with  a  prohibition  against 
anticipating  future  cost  increases.   The  result  is 
a  highly  inaccurate  projection,  usually  substantially 
overstating  income  and  understating  costs.   Accordingly, 
PSA's  rate  of  return  has  been  substantially  under 
that  of  its  major  competitors. 

The  CPUC  has  also  been  willing  to  allow  each  carrier 
to  fix  its  fares  at  any  level  up  to  that  of  the  "rate 
making  carrier".   Much  of  the  intrastate  service 
offered  by  CAB  carriers  is  part  of  interstate  service 
and,  thus,  the  intrastate  segments  merely  add  revenues. 
to  the  primary  long  haul  revenue  source.   The  result 
is  that  some  CAB  regulated  carriers  have  been  willing 
to  keep  their  intrastate  fares  lower  than  the  "rate 
making  carrier"  irrespective  of  their  actual  costs. 
Such  policies  are  extremely  damaging  to  the  intra- 
state carriers  operating  in  a  price  elastic  market 
whose  sole  source  of  revenue  is  from  the  intrastate 
market. 

(Iii)   Dual  Regulation.   With  the  CPUC  and  the  CAB 
asserting  varying  degrees  of  jurisdiction  over  air 
carriers  the  following  problems  have  arisen:   (1) 
The  inability  of  either  regulatory  agency  to  honor 
its  charge  to  develop  an  orderly  air  transportation 
system.   (2)   The  use  by  the  CAB  of  the   "hyphenated 
points"  designation  which  gives  a  CAB  carrier  the  option 
of  operating  certificated  routes  from  any  airport 
defined  as  a  "hyphenated  point"  in  a  given  geographical 
area.   On  the  other  hand,  the  CPUC  carriers  must  go 
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through  the  full  application  and  hearing  process  to 
obtain  routes  from  each  and  every  airport.   (3) 
The  use  by  both  regulatory  agencies  of  different 
accounting  concepts  and  approaches  in  setting  fares 
which  has  created  inconsistencies  and  inequities 
damaging  to  the  carriers  and  the  public.   An  example 
is  the  fundamental  approach  of  the  CAB  in  setting 
fares  on  an  industry  wide  basis  while  the  CPUC 
concentrates  on  the  economics  of  the  most  efficient 
carriers.   (4)   The  federal  subsidization  of  certain 
competitors  of  PSA  resulting  in  competitive  advantage 
on  routes  duplicative  with  PSA. 

Why  did  you  wish  to  fly  in  the  markets  where  you  now 
provide  service?   Did  you  propose  lower  fares?   If  so, 
did  you  believe  you  could  make  money  in  those  markets? 
How?   Did  you  consider  fares  important?   List  each 
airport  pair  you  serve. 

PSA's  applications  for  various  routes  is  made 
only  after  management  has  determined  that  there  is 
a  substantial  Undeveloped  market  and  the  existing 
passenger  market  is  not  being  adequately  served. 
In  every  case  where  service  was  being  provided  by 
CAB  carriers  PSA  proposed  lower  fares.   PSA  believes 
that  the  air  passenger  market  is  price  elastic  and 
thus  it  attempts  to  provide  the  lowest  possible 
fares. 

PSA  pioneered  the  utilization  of  satellite  air-  ' 
ports  for  commercial  air  transportation  for  the 
purposes  of  lessening  congestion  at  the  major  "hub" 
terminals  and  providing  more  convenient  access  to  the 
travelling  public.   PSA  instituted  air  service  at  the 
following  satellite  airports  in  the  years  shown: 
1949  -  Burbank ,  Oakland;  1966  -  San  Jose;  and  1968  - 
Ontario,  Long  Beach. 

PSA  transports  more  passengers  from  each  of  these 
satellite  airports  than  any  other  air  carrier  even 
though  PSA  has  been  subjected  to  increased  competition  ' 
from  both  interstate  and  intrastate  air  carriers.   PSA 
experienced  over  two  million  passenger  originations  at  the 
above  satellite  airports,  which  is  double  that  carried  by 
any  other  carrier  serving  California  satellite  airports. 

The  airport  pairs  served  by  PSA  are  as  follows: 

SAN-LAX  LAX-SFO  BUR-SFO  ONT-SFO 

SAN-BUR  LAX-OAK  BUR-OAK  ONT-SMF 

SAN-ONT  LAX-SJC  BUR-SJC 

SAN-LGB  LAX-SriF  BUR-SMF  FAT-SFO 

SAN -FAT  LAX-FAT  FAT-SCK 
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SAN-SCK  LAX-SCK  ^^^^t^  qrK    SFO 

caM-qpn  LGB-SJC  SCK-SFO 

Im    oli  LGB-OAK  SJC-OAK 

SAN-SMF 

What  fares  do  you  charge  in  each  market?   Are  you  making 
a  profit  in  each  of  the  markets  you  serve   specify 
market  by  market)   (a)   on  the  basis  of  fully  allocated 
costs-'   (b)   on  the  basis  of  direct  operating  costs 
^^B)' definition)?   (O  on  the  basis  of  xncremental 
costs?   (What  do  you  include  m  "xncremental  costs  ). 

Enclbsed  is  a  schedule  of  PSA's  current  and  past  fares 
(Exhibit  "B").   PSA  has  a  pending  application  tor  a 
io!5%  fare  increase.   (See  Exhibit  "C"  -  Fare  Increase 
Application) . 

A  market  by  market  analysis  of  PSA  operating 
results'  is  not  available. 

PSA  is  not  making  a  profit  on  each  of  the  routes 
which  it  serves.   The  lower  density  ^°;^Jes  generally 
do  not  contribute  to  the  overall  profitability  of  PSA. 
Also  the  short  segments  (such  as  San  Diego/Los  Angeles/ 
iong  Beach/Ontairo;  San  Francisco/Sacramento,  Oakland/ 
SacLmento,  San  Francisco/Stockton)  do  not  contribute 
a  profit. 

Generally  on  short  segment  routes  revenues  do  not 
cover  direct  operating  costs  (total  costs  exclusive 
of  G&A,  Depreciation  and  interest) . 

With  very  few  exceptions  all  of  PSA's  routes 
cover  the  incremental  cost  of  providing  the  service 
incremental  -  flying  operations,  direct  maintenance, 
passenger  service  and  aircraft  servicing) . 

What  are  your  load  factors  in  each  market? 

Recent  origin  and  destination  load  factors  are  pro- 
prietary information  and  are  not  -^-sed   Enclosed 
is  the  last  public  report  issued  by  the  CPUC  which 
indicates  on  board  load  factors  on  various  segments 
(Exhibit  "D") . 

If  your  fares  were  significantly  lower  than  your  com- 
oetitors  charged  when  you  entered,  and  if  they  are 
l!gni?icantly  lower  than  those  charged  on  comparable 
routes  elsewhere  in  the  country,  explain  in  some  detail 
how  it  is  possible  for  your  airline  to  remain  in 
business. 
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A.    There  are  a  number  of  factors  that  contributed  to 

PSA's  past  success.   First,  is  PSA's  very  low  over- 
head combined  with  its  efficiency.   PSA  has  only  five 
top  corporate  officers,  very  efficient  flight  and 
ground  crews,  and  tight  expense  controls.   Second, 
PSA  offers  a  basic  transportation  service,  with  no 
frills.   PSA  serves  neither  food  nor  free  alcoholic 
beverages  on  its  flights.   Except  for  PSA's  L-1011 
aircraft  all  of  PSA's  aircraft  have  neither  coat 
closets  nor  "carry  on"  luggage  facilities.   Third 
is  PSA's  high  density  seating.   PSA  offers  single  class 
service,  and  since  the  average  passenger's  flight 
requires  only  one  hour,  the  airline  is  able  to  install 
115  seats  in  its  737-200  aircraft  and  159  seats  in  its 
727-200,  while  the  L-1011  has  297  seats.   Thus,  the 
seating  capacity  of  PSA  aircraft  are  approximately 
20%  higher  than  the  same  aircraft  type  flown  by  an 
interstate  airline.   Finally,  PSA  has  traditionally 
offered  one  basic  fare  to  all  with  no  discounts  other 
than  half  fare  for  children  2-12.   As  a  result,  PSA's 
yield  pe'r  mile  is  only  2%  less  than  its  fare  per  mile, 
while  the  difference  between  yield  and  fare  on  a  carrier 
offering  a  number  of  discount  plans  can  easily  exceed 
10%  of  revenue. 

However,  PSA's  ability  to  continue  to  remain  in  busi- 
ness is  highly  dependent  on  solving  the  problems 
relating  to  fuel  and  dual  regulation.   With  current 
proposals  to  raise  fuel  taxes,  free  the  price  of  crude 
and  eliminate  the  tax  incentives  for  oil  companies, 
airlines  are  faced  with  increased  fuel  costs  of  $.15 
to  $.20  per  gallon.   Because  of  the  elasticity  of 
demand  to  fares  the  increased  passenger  fares  required 
to  meet  such  an  increased  cost  of  fuel  would  result 
in  a  reduced  demand  for  services.   Demand  is  already 
severely  depressed  due  to  the  economy  and  public  reaction 
to  recent  fare  increases  totaling  approximately  25% 
which  have  been  in  large  part  brought  about  by  recent 
fuel  price  increases. 

The  dual  regulatory  problem  as  relates  to  routes 
and  fares  and  the  lack  of  uniform  regulatory  control 
has  been  previously  discussed  in  our  answer  to  question 
number  2.   This  is  a  very  serious  problem  which  has  to 
be  resolved  if  an  orderly,  efficient,  economical  and 
healthy  passenger  air  network  is  to  be  developed. 

Q.    Have  other  airlines  serving  your  markets  matched  your 

fares?   Which?   Are  they  making  money  on  their  service? 
How  can  you  maintain  high  load  factors  if  other  airlines 
match  your  fares? 
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A.    United  Airlines,  PSA's  primary  competitor,  has  con- 
sistently matched  PSA's  fares.   Until  very  recently, 
other  airlines  also  generally  had  fares  equal  to  PSA. 
Typical  segments  include  Los  Angeles/San  Francisco 
(United,  TWA,  Western)  ;  Los  Angeles/Oakland  (Western) ; 
Los  Angeles/Sacramento  (Western) ;  Los  Angeles/Fresno 
(United) ;  Fresno/San  Francisco  (United) ;  Ontario/ 
San  Francisco  (Western) ;  etc. 

A  new  phenomenon  appeared  in  1974,  when  PSA  was 
forced  to  raise  its  fares  on  all  of  its  routes  to 
compensate  for  the  increased  price  of  jet  fuel.   PSA's 
fares  are  set  by  the  CPUC,  and  the  interstate  carriers 
have'  in  the  past  normally  raised  their  intra-California 
fares  to  match  those  of  PSA.   However,  some  carriers  did 
not  follow  PSA  and  raise  their  fares.   As  a  result.  Delta 
offers  the  lowest  fare  between  Los  Angeles  and  San 
Diego.   Airwest,  a  carrier  subsidized  by  the  federal 
government,  is  currently  offering  the  lowest  fare 
between  Los  Angeles  and  San  Francisco,  and  Continental 
is  offering  a  lower  fare  between  Burbank  and  San  Jose. 

PSA  has  no  current  information  as  to  whether  or  not 
interstate  carriers  are  making  money  on  their  intra- 
California  services.   In  past  route  and  fare  proceedings, 
United,  Western  and  Airwest  have  introduced  evidence 
which  indicated  that  they  were  incurring  substantial 
losses  on  their  intra-California  services. 

The  reason  PSA  has  been  able  to  maintain  its  high 
load  factor  in  the  face  of  other  airlines  matching  its 
fares  is  attributable  to  PSA's  public  identity  as  an 
innovative  and  efficient  operator  that  has  brought 
California  citizens  low  cost  commuter  service.   It 
should  be  noted  that  PSA  has  found  it  difficult  to 
maintain  its  load  factor  against  lower  fares. 

Q.    Describe  specifically  the  way  in  which  your  low  fare 
service  benefits  the  public. 

A.    PSA's  low  fare  structure  provides  the  traveling  public 
with  a  low  economic  "entry"  fee.   A  review  of  the 
passenger  traffic  totals  shows  that  the  PSA  fare 
structure  attracted  a  large  number  of  passengers  who 
had  never  previously  flown.   Approximately  ten  percent 
of  PSA's  current  passengers  continue  to  be  first  time 
fliers.   This  benefits  the  entire  airline  industry. 

Low  fares  are  particularly  important  to  California 
with  its  900  mile  length,  large  population  centers  with 
a  community  of  interest  and  reliance  on  tourism.   The 
need  for  such  low  cost  travel  and  the  concomitant  benefit 
to  all  citizens  of  California  has  been  verified  by  the 
substantial  increases  in  corridor  traffic  since  the 
introduction  of  low  fares  by  PSA. 
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9.    Q.    Have  your  low  fares  led  to  an  increase  in  the  number 
of  passengers?   Document  this  if  possible,  showing 
the  extent  to  which  lower  fares  increase  demand  for 
service. 

A.    It  is  not  possible  to  assign  all  traffic  increases 
specifically  to  low  fares,  although  PSA  believes 
that  this  is  a  significant  factor.   The  level  of  service, 
type  of  equipment,  departure  and  arrival  times,  and 
many  other  factors  also  enter  into  the  equation. 
Generally  speaking,  when  PSA  enters  a  market,  total 
traffic  approximately  doubles  within  18  months  of  the 
initiation  of  service.   A  lower  fare  is  always  involved, 
but  quite  often  there  is  a  quantum  jump  in  service,  an 
upgrading  of  equipment  on  the  route  and  other  attractions 
as  well.   Two  specific  examples  are  related  for  the 
committee's  consideration. 

1.  The  most  dramatic  short  term  traffic  response  in 
PSA's  history  occurred  in  the  Los  Angeles/San  Jose  market. 
Pacific -Airlines  (now  part  of  Airwest)  was  serving  the 
route  (although  a  number  of  large  interstate  carriers 

had  the  authority  to  provide  the  service)  and  in  1965 
carried  55,000  passengers  between  the  two  cities.   PSA 
entered  the  market  on  May  19,  19  66.   For  the  year  19  67, 
PSA  carried  556,919  passengers,  for  a  two  year  increase 
of  nearly  1,000%  . 

Interestingly  enough,  since  that  time  intrastate 
carriers  have  continually  expanded  service  from  San  Jose 
to  Southern  California  points.   In  1974,  San  Jose  was 
the  destination  or  point  of  origin  for  over  1.5  million 
passengers  to  or  from  Southern  California  cities.   This 
market  was  developed  completely  by  the  intrastate 
carriers  without  outside  financial  assistance  of  any 
kind,  while  the  earlier  federal  service  was  performed 
by  Pacific,  a  subsidized  local  service  carrier. 

2 .  A  more  typical  example  involves  service  between 
Los  Angeles  and  Sacramento.   Prior  to  PSA's  entry-,  two 
trunk  carriers.  Western  and  United,  offered  jet  service. 
PSA  entered  the  market  in  February  1967  with  a  fare 
level  approximately  25%  below  the  existing  fares,  and 
with  pure  jet  service.   In  1967,  passenger  traffic  over 
the  route  doubled,  and  Western  and  United  actually 
carried  more  passengers  than  in  1966  despite  the  com- 
petition from  PSA. 

10.'  Q.    Have  you  done  studies  of  the  elasticity  of  demand  for 

air  travel  in  your  markets?   If  so,  what  were  the  results 
of  those  studies? 
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A.    Our  economic  consultants  have  performed  studies  con- 
cerning the  elasticity  of  demand.   This  was  particu- 
larly important  to  PSA  since  it  was  forced  to  increase 
fares  dramatically  in  1974  due  to  the  greatly  increased 
cost  of  fuel.   These  analyses  have  confirmed  that 
generally  a  one  percent  increase  in  the  fare  level  will 
result  in  approximately  a  7/10  of  one  percent  decrease 
in  traffic,  although  the  starting  point  of  the  increase 
can  substantially  alter  the  size  of  the  increase.   This 
is  the  guideline  currently  used  by  the  CAB.   PSA  has 
not  yet  determined  how  long  the  impact  of  the  elasticity 
will  be  felt,  or  when  traffic  will  return  to  more  normal 
growth  rates.   The  current  economic  downturn  has  certainly 
distorted  the  elasticity  of  demand.   This  is  particularly 
true  in  an  airline  such  as  PSA  that  relies  to  some  extent 
on  personal  and  discretionary  travel. 

11.   Q.    How  do  you  determine  the  proper  fare  for  a  particular 
city  pair?   Who,  within  your  organization  makes  this 
decision?  What  studies  are  made  for  use  in  making  it? 
Have  you  studied  the  possible  effects  of  increased  fare 
competition  on  your  fares,  costs  and  profits?   Describe 
in  detail  the  studies  you  have  made,  and  their  conclusions. 

A.    The  primary  factors  considered  by  PSA  in  setting  the  fares 
for  a  particular  market  are  based  on  the  relative  size  of 
the  market,  coupled  with  the  distances  involved.   The 
larger  the  size  of  the  market  and  the  longer  the  route 
segment  —  generally  the  lower  the  fare.   The  larger 
market  and  its  greater  frequencies  enable  PSA  to  better 
use  its  ground  facilities  and  personnel.   The  longer 
route  segments  mean  ground  expenses  are  a  smaller 
percentage  of  total  expenses,  therefore,  enabling  the 
airline  to  charge  a  fare  with  a  lower  unit  cost  per  mile. 
Also,  the  fare  should  be  one  which  stimulates  traffic 
growth  and  thereby  allows  a  level  of  service  convenient 
to  the  traveler,  especially ' the  commuter  who  leaves  and 
returns  on  the  same  day. 

The  final  decision  on  fares  rests  with  the  Chief 
Executive  Officer  who  receives  information  on  the  matter 
from  other  officers. 

No  studies  have  been  done  by  PSA  on  increased  fare 
competition.   However,  PSA  is  aware  of  the  practice 
of  interstate  carriers  such  as  Delta,  Continental  and 
Airwest  to  offer  local  California  service  on  a  segment 
of  an  interstate  flight  (i.e..  Delta's  [San  Diego/ 
Los  Angeles  -  Atlanta]  service)  at  a  fare  substantially 
lower  than  that  offered  by  the  California  intrastate 
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carriers.   These  interstate  carriers  naturally  advertise 
their  fare  advantage  which  diverts  passengers  from 
the  established  intrastate  carriers.   The  justification 
for  this  practice  is  the  availability  of  a  substantial 
number  of  seats  in  a  local  California  market  which 
are  a  by-product  of  offering  a  needed  interstate  service 
pattern  and  the  conclusion  that  a  low  level  of  revenue 
per  passenger  is  better  than  no  revenue  at  all.   This, 
then,  is  a  classic  case  of  where  the  overall  interstate 
service  subsidizes  the  intra-California  service  which 
has  the  effect  of  diverting  passengers  from  the  intra- 
state carriers  via  the  use  of  an  artificially  low  fare. 
This  same  practice  is  used  by  United,  Western  and  TWA, 
but  generally  without  resorting  to  the  lowest  fare 
tactic.   They  use  the  competitive  factor  of  a  high 
number  of  available  flights  in  the  local  California 
market.   Again,  they  are  able  to  offer  such  added 
service  because  the  California  segment  is  but  one  part 
of  a  longer  interstate  flight.   These  interstate 
carriers  then  advertise  their  frequent  flights  to  divert 
passengers  from  the  California  intrastate  carriers. 
Generally,  if  a  competitive  fare  is  lower  than  PSA's, 
PSA  will  meet  that  fare  (within  economic  reason)  and 
offer  service  which  PSA  believes  would  be  superior  to 
its  competitors. 

Lowering  fares  can  stimulate  traffic,  but  there  is 
a  point  where  the  increased  number  of  passengers  does 
not  compensate  for  the  revenue  lost  from  reduced  fares. 
PSA  has  made  no  study  of  this  matter. 

12.  Q.    Provide  a  statement  of  actual  and  predicted  cash  flow 

over  the  next  five  years.   Provide  a  statement  of  pro- 
jected cash  flow  over  the  next  five  years.   What  load 
factors  did  you  assume  in  arriving  at  the  figures  in 
these  statements?   How  do  the  figures  change  assuming 
load  factors  of  55%?   60%?   65%?   70%? 

A.    No  projections  for  the  next  five  years  are  available  or 
have  been  prepared.   Because  of  the  uncertainty  of  the 
current  economy  many  unknown  factors  cloud  the  useful- 
ness of  a  long  term  future  projection. 

13.  Q.    What  is  your  depreciation  policy  for  new  aircraft?   For 

aircraft  purchased  second-hand?   If  you  lease  aircraft, 
how  many  and  what  types?   VJhat  are  the  lease  terms? 
How  were  these  purchases  financed?   If  they  were  financed 
by  bond  sales,  list  the  amounts  and  dates  on  which  these 
bonds  fell  due. 
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A.    Depreciation  policy  new  aircraft: 

727,  737  8  years  40%  residual 

L-1011  16  years  $1,000,000  residual 

PSA  has  not  purchased  any  used  aircraft. 

Aircraft  currently  leased  (long-term) : 

Approximate 
Annual  Rent 
Description    Quantity    Lease  Period     Per  Aircraft 

727-200         1  15  years        $   585,000 

L-1011  2  15  years        $2,030,000 

Leases  were  financed  by  the  equity  owner  through  insurance 
company,  borrowings. 

14.   Q.    What  percentage- of  your  costs  is  accounted  for  by  (a) 

advertising,  (b)  other  promotion,  (c)  office  rents,  (d) 
wages,  (e)  executive  salaries,  (f)  fuel.   What  are  your 
total  costs?  Are  your  costs  per  passenger-mile  lower 
than,  equal  to,  or  higher  than  the  industry  average? 
Why? 

A.    Percentage  of  total  costs  (11  months  ended  November  30, 
1974)  : 

Advertising  1.9% 

Other  promotion  .1% 

Office  rents  1.8% 

Wages  (total)  33.4% 

Executive  salaries  (officers)       .6% 

Fuel   '  20.5% 

(current  -  22.7%) 

Total  costs  (11  months  ended  November  30,  1974)  - 
$109,165,000. 

Overall,  PSA's  costs  per  passenger-mile  are  lower 
than  the  industry  average  except  as  to  fuel  which  is 
substantially  higher  due  to  PSA's  short  segment  length 
and  PSA's  fuel  cost,  which  is  one  of  the  highest  in  the 
nation.   PSA's  unit  costs  are  low  because  of  the  "no- 
frills"  type  of  service  involved  as  well  as  the  volume 
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of  passengers  handled  with  the  minimum  number  of 
personnel  at  all  levels.   In  other  words,  utilization 
of  facilities  and  personnel  is  higher  than  the  average. 

15.  Q.    Enclose  a  statement  of  your  costs,  revenues,  gross 

profits,  interest  on  debt,  actual  taxes  paid,  net 
return  to  equity,  and  load  factors  for  your  routes, 
broken  down  by  individual  route  insofar  as  possible 
for  each  year  for  the  past  ten  years.   (Indicate  as 
well  those  of  your  costs  and  profits  that  are  attribu- 
table [a]  your  charter  operations;  [b]  other  non-scheduled 
airline  related  activities;  and  [c]  non-airline  activities) 
Include  that  same  information  for  the  nine  months  ending 
September  30,  1974. 

A.    The  information  requested  is  not  available  for  the  various 
route  segments  serviced  by  PSA.   A  copy  of  PSA's  most 
recent  audited  financial  statements  is  part  of  PSA's 
most  recent  fare  increase  application  which  also  indicates 
PSA's  linit  costs  (Exhibit  C)  . 

Charter  operations  are  a  very  small  part  of  PSA's 
business. 

PSA  has  a  substantial  aircraft  training  program  for 
outside  customers.   This  includes  training  with  the 
YS-11  as  well  as  the  727  and  737  jet  equipment.   Simu- 
lator training  is  also  conducted. 

A  wholly-owned  subsidiary.  Pacific  Southwest  Airmotive, 
overhauls  jet  aircraft  engines  for  PSA  and  other  major 
airlines.   All  non-airline  operations  contribute 
significantly  to  total  overall  profits  (in  excess  of  10%) . 

16.  Q.    What  airplanes  do  you  fly?  Are  your  wage  expenses  for 

pilots,  other  crew,  and  ground  personnel  lower  than, 
equal  to,  or  higher  than  average  wages  in  the  industry? 
If  they  are  lower,  how  do  you  account  for  this  fact? 

A.  PSA  operates  the  following  types  of  aircraft:  Boeing 
727-100,  Boeing  727-200,  Boeing  737-200,  and  Lockheed 
L-1011. 

We  do  not  have  average  wage  costs  for  the  industry 
available  for  comparison,  but  we  believe  that  PSA's 
wage  scales  for  flight  personnel  are  in  excess  of  those 
for  pilots  of  airlines  of  comparable  size  to  PSA.   PSA 
flight  attendants  are  the  highest  paid  in  the  industry 
and  ground  personnel  wages  are  comparable  to  airlines 
of  similar  size. 
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17  Q.    Describe  your  "on  time"  performance.   Is  your  record 

better  than,  similar  to,  or  worse  than  the  industry 
average?   If  your  record  is  different,  explain  why. 

A    PSA  does  not  maintain  a  day-to-day  record  of  on-time 

performance.   However,  in  surveys  taken  on  an  infrequent^^ 
basis  PSA  has  always  averaged  better  than  a  9  8%  "on  time 
performance.   PSA's  operation  with  its  compact  route 
structure,  few  multiple  stop  segments,  tighter 
schedules  with  shorter  turn-around  times,  consecutive 
closely  spaced  segments,  aircraft  scheduling  and 
better  flying  conditions  make  it  difficult  to  compare 
PSA'.s  on  time  performance  to  the  typical  air  carrier. 

18  Q.    Is  the  weather  on  the  routes  you  fly  better  than, 

similar  to  or  worse  than  the  weather  on  typical  airline 
routes  throughout  the  country?   If  the  weather  is  better, 
to  what  extent  does  this  fact  account  for  your  lower 
costs  ^nd  your  ability  to  charge  lower  fares?   Please 
provide  .us  with  written  documentation  for  your  answer 
to  this  question. 

A    Aside  from  the  winter  coastal  fogs  and  the  ground  fogs 
in  the  San  Joaquin  Valley,  the  weather  is  probably 
better  for  operations  than  many  other  parts  of  the 
country,  particularly  the  northeast.   In  our  opinion, 
however,  weather  is  no  longer  a  significant  factor  m 
determining  airline  fares.   Most  modern  airlines  are 
equipped  to  operate  into  airports  in  all  but  the  most 
adverse  weather  conditions. 

We  believe  that  congestion  on  the  airways  and  at 
airoorts  is  a  much  more  significant  factor  than  weather. 
Southern  California  has  the  busiest  air  space  in  the 
United  States  and  the  manuevers  and  vectoring  required 
to  negotiate  that  air  space  add  substantially  to  PSA  s 
operating  costs.   Similarly,  congestion  at  the  Los  Angeles 
and  San  Francisco  airports  has  a  definite  adverse  impact 
on  operating  results.   For  example,  at  Los  Angeles  Inter- 
national, PSA's  terminal  is  located  on  the  south  side  of 
the  airport,  adjacent  to  the  two  southerly  runways. 
PSA's  new  L-1011  aircraft  are"  required  to  use  the 
northerly  runways  and  as  a  result  must  taxi  approximately 
three  miles  to  get  into  position  for  takeoff  on  the  north 
runways.   Any  runway  delay  must  be  added  to  the  five 
minutes  of  taxi  time  for  each  and  every  L-1011  operation. 
Airport  and  airway  congestion  is  a  much  more  serious 
deterrent  to  good  financial  results  than  the  vagaries 
of  the  weather,  and  congestion  is  endemic  throughout 
the  United  States.   Fortunately,  airlines  have  been 
reducing  their  operations,  and  thus  congestion  is  easing. 
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19.   Q.    Are  routes  you  fly  denser  than,  as  dense  as,  less 
dense  than  typical  airline  routes  throughout  the 
United  States?   Is  traffic  less  dense  or  more  dense 
than  the  Boston/VJashington,  Boston/New  York,  New 
York/Washington,  Chicago/Boston,  Chicago/New  York, 
Chicago/Washington  routes?   To  what  extent  does 
density  of  traffic  on  your  routes  account  for  your 
ability  to  incur  lower  costs  and  charge  lower  fares 
than  on  other  routes  of  similar  mileage  in  other  parts 
of  the  United  States? 

A.    This  question  is  somewhat  difficult  to  answer  since 
like  any  airline  PSA  has  route  densities  that  vary 
from  approximately  3,000  passengers  per  day  to  10 
passengers  per  day.   The  Los  Angeles/San  Francisco 
route  has  approximately  the  same  route  density  as 
Boston/New  York.   No  other  route  segment  in  California 
approaches  the  density  of  Boston/New  York,  Chicago/ 
New  York,  or  New  York/V7ashington .   PSA  has  a  number 
of  segments  that  approximate  the  density  of  Boston/ 
Washington,  as  well  as  several  segments  similar  in 
density  to  Chicago/Washington. 

The  economic  impact  of . the  density  of  the  particular 
route  overlooks  a  very  important  factor,  namely,  air- 
port density.   For  example,  under  ideal  conditions 
the  ground  crews,  baggage  handlers,  personnel  at 
check-in  counters  and  gates,  etc.  will  have  a  steady 
flow  of  work  throughout  their  shift  and  downtime 
will  be  kept  to  a  minimum,  with  the  maximum  number 
of  passengers  being  processed  regardless  of  destination. 
If  traffic  is  cyclical,  which  is  definitely  the  case 
with  a  commuter  carrier  like  PSA,  then  the  optimum 
balance  can  never  be  reached.   For  example,  PSA's  termi- 
nals at  Los  Angeles  and  San  Francisco  are  subject  to 
constant  peaking  problems  with  inherent  reduced 
employee  productivity,  while  Oakland,  Burbank  and 
San  Diego  (with  about  1.0  million  passengers  each) 
are  more  productive  from  an  employee  standpoint.   At  the 
other  end  of  the  scale,  Fresno,  Stockton,  Long  Beach  and 
Ontario  are  underutilized  from  a  productivity  standpoint. 

In  the  commuter  airline  business,  a  good  operation 
can  be  based  on  a  route  density  of  approximately 
200,000  passengers  per  year.   Commuter  type  operations 
can  be  sustained  on  as  little  as  100,000  passengers 
per  year.   It  is  difficult  to  operate  commuter  service 
in  markets  with  less  than  100,000  passengers  unless 
tied  to  other  segments.   Of  the  32  route  segments 
currently  flown  by  PSA,  17  generate  less  than  100,000 
passengers  per  year,  and  12  of  these  account  for  under 
50,000  passengers  per  year. 
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Route  segment  distance  is  also  an  important 
economic  factor  in  providing  low  fares.   Aircraft 
economics  improve  dramatically  with  distance,  and  the 
recent  dramatic  rise  in  fuel  costs  has  made  distance 
an  even  more  important  factor.   PSA's  average  route 
segment  is  less  than  half  that  of  the  trunk  airlines  , 
with  its  longest  segment  on  a  daily  basis  San  Diego/ 
San  Francisco,  a  distance  of  462  miles.   Ideally, 
PSA  must  increase  its  average  segment  length  in 
order  to  maintain  its  attractive  fare  structure. 

20.  Q.    Please  describe  your  safety  record.   Please  con- 

trast this  record  with  safety  records  of  the  inter- 
state carriers  and  explain  any  differences. 

A.    PSA  has  a  perfect  safety  record  with  no  fatalities 
in  over  25  years  of  scheduled  service.   PSA  has  the 
best  safety  record  of  any  carrier  in  the  United  States 
and,  possibly,  the  world.   A  majority  of  airline 
incidents  occur  during  the  landing  and  takeoff  pro- 
cedure. '  PSA's  pilots  record  more  takeoff s  and  landings 
per  flight  hour  than  any  other  scheduled  airline  pilot 
group  in  the  United  States.   Therefore,  PSA's  pilots 
are  exhaustively  trained  and  checked  due  to  the 
demanding  type  of  airline  operation  conducted  by  PSA. 
Such  training  coupled  with  highly  qualified  personnel 
has  resulted  in  the  outstanding  record. 

21.  Q.    Please  identify  any  CAB  procedures  or  activities 

that  significantly  affect  your  interstate  operations. 

A.  The  question  refers  to  interstate  operations.  VJe 
assume  that  the  question  was  intended  to  refer  to 
the  affect  on  our  "intrastate  operations". 

Intrastate .   More  than  75%  of  PSA's  business  is 
generated  between  Los  Angeles/Burbank  in  Southern 
California  and  San  Francisco/Oakland/San  Jose  in 
Northern  California.   Intensive  competition  is 
currently  offered  by  the  interstate  carriers  between 
Los  Angeles  International  and  San  Francisco  Inter- 
national Airports.   Under  present  CAB  "hyphenated 
points"  authority,  interstate  carriers  serving  Los  Angeles 
International  Airport  by  filing  an  "airport  notice" 
can  serve  Burbank  and  Ontario  and  carriers  serving 
San  Francisco  in  the  north  can  serve  Oakland  and  San 
Jose.   All  that  is  required  is  the  30  day  notice  and 
entry  is  allowed  without  hearing.   This  procedure 
allows  interstate  air  carriers  to  enter  these  markets 
without  any  showing  of  need  for  the  service  and  could 
severely  injure  intrastate  carriers  who  have  no  regu- 
latory remedy  to  protect  themselves. 
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Interstate.   PSA's  route  network  is  now  extensive 
enough  that  it  could  provide  a  substantial  feeder 
service  from  smaller  cities  in  California  to  the  major 
terminals  at  Los  Angeles  and  San  Frnacisco.   In  1970, 
PSA  requested  the  CAB  to  grant  it  temporary  authority 
under  section  416(b)  of  the  Federal  Aviation  Act  to 
enter  interline  agreements  with  CAB  certificated  carriers. 
PSA  felt  that  its  inability  to  coordinate  ticketing  and 
baggage  with  interstate  carriers  and  thus,  provide  an 
added  convenience  to  passengers  wishing  to  use  PSA's 
existing  flights  for  a  part  of  an  interstate  journey, 
was  clearly  an  economic  waste.   PSA's  request  was 
supported  by  a  number  of  communities  and  CAB  certificated 
carriers.   The  CAB,  hov/ever,  in  August,  1971,  denied 
PSA's  application.   The  CAB  gave  the  following  reasons 
for  the  denial  of  PSA's  application:  (1)  that  the  bene- 
fits of  PSA's  proposal  did  not  appear  to  it  to  be 
"overriding",  (2)  that  there  was  diversionary  potential 
which  the  CAB  viewed  as  "significant"  in  view  of 
"current  conditions  of  economic  stringency",  and  (3) 
that  the'  issues  involved  were  too  "complex"  to  be 
resolved  under  the  exemption  process  provided  for  by 
Section  416(b)  of  the  Federal  Aviation  Act.   (CAB 
Order  71-8-57,  August  12,-1971). 

The  other  method  o-f  obtaining  for  the  public  the 
benefits  of  "interlining"  with  certificated  carriers 
(aside  from  an  exemption  application  of  the  type  that 
the  CAB  rejected)  would,  under  present  legislation,  be 
an  application  for  a  CAB  certificate  under  Section  401 
of  the  Federal  Aviation  Act.   Such  an  application  could 
be  limited  to  seeking  authority  to  serve  interstate 
passengers  only  0"c='r  routes  in  California  already 
served  by  PSA.   K. ile  enabling  PSA  to  provide  the 
benefits  of  "interlining"  traffic,  such  certificate 
authority  would  subject  PSA  to  complete  regulation  by 
the  CAB  to  the  maximum  extent  of  the  CAB ' s  jurisdiction 
and  to  continuing  rate  regulation  by  the  CPUC  to  the 
maximum  extent  of  the  CPUC ' s  rate  jurisdiction  of 
federally  certificated  air  carriers.   In  other  words, 
the  dual  regulation  problems  discussed  in  the  answer 
to  Question  2,  above,  would  continue. 

PSA  has  in  the  past  sought  interstate  routes  extending 
beyond  the  boundaries  of  California  in  order  to  improve 
stage  length  and  obtain  access  to  additional  revenues. 
In  1967,  PSA  requested  that  the  CAB  hear  its  appli- 
cation for  authority  between  PSA's  California  service 
points  and  Portland  and  Seattle,  in  an  effort  to  extend 
its  intrastate  services  northward.   The  CAB  ruled  that 
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it  would  hear,  comparatively  with  the  applications 
of  other  airlines,  that  part  of  PSA's  application 
that  requested  authority  between  California  and  the 
Pacific  Northwest,  but  not  that  part  of  the  appli- 
cation that  sought  turnaround  authority  between 
California  points  already  served  by  PSA  pursuant  to 
a  certificate  from  the  CPUC.   This  ruling  in  effect 
would  have  required  PSA  to  either  relinquish  its 
intrastate  services  or  operate  two  completely  sepa- 
rate airlines,  one  interstate  and  one  intrastate 
upon  the  award  of  an  interstate  route.   After  con- 
sidering the  ramifications  of  being  placed  in  such 
a  position,  PSA  withdrew  from  the  case. 

PSA  today  believes  that  making  its  existing  ser- 
vices available  to  interlining  interstate  passengers 
is  an  urgent  necessity.   The  importance  of  this  goal 
is  enhanced  by  the  current  fuel  problem  and  the  econ- 
omic slump,  since  inefficiencies  deemed  tolerable  in 
the  past  are  no  longer  even  arguably  tolerable  today. 

The  best  and  most  complete  solution  to  this 
problem  would  be  legislative  in  nature.   This  would 
consist  of  the  passage  of  an  amendment  to  the  Federal 
Aviation  Act  providing  that,  intrastate  airline  services 
with  large  aircraft  in  markets  authorized  to  CAB  certifi- 
cated carriers  shall  be  considered  "air  transportation," 
the  provision  of  which  and  fares  for  which  shall  be 
regulated  exclusively  at  the  federal  level.   Such  an 
amendment  would  include  a  "Grandfather"  provision  per- 
mitting such  carriers  as  PSA  to  secure  CAB  certificates 
by  virtue  of  their  historic  intrastate  services.   Such 
a  legislative  approach  represents  the  best  and  most 
complete  cure  for  wastefulness  of  the  present  complete 
isolation  between  intrastate  carriers  such  as  PSA  and 
the  national  air  transportation  network.   At  the  same 
time,  it  is  the  only  approach  that  would  satisfactorily 
resolve  the  many  confusing  and  unjustifiable  inconsis- 
tencies and  conflicts  of  dual  state-federal  regulation 
simultaneously  over  the  same  routes.   We  will  be  happy 
to  submit  to  you  a  specimen  of  legislation  which,  in 
our  view,  would  accomplish  this  important  twofold 
reform. 

In  matters  of  minor  economic  significance  and  those 
strictly  technical  in  nature,  the  CAB  has  pursued  an 
enlightened  and  flexible  policy  toward  PSA.   It  has 
exempted  PSA  to  fly  beyond  the  three-mile  limit  where 
necessary  in  order  to  comply  with  FAA  clearances  for 
safety  reasons.   Technically,  such  operations  would 
otherwise  require  a  CAB  certificate.   The  CAB  has 
also,  by  exemption,  permitted  the  Postmaster  General 
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to  use  a  specially  designed  service  by  PSA,  called  the 
Midnight  Flyer,  to  transport  mail  between  San  Diego, 
Los  Angeles  and  Sacramento.   PSA  undertook  this  service 
in  1969  in  response  to  urgent  requests  by  the  Post- 
master General  following  notification  by  the  existing 
CAB  carrier  that  it  was  terminating  its  mail  schedule, 
and  the  failure  of  all  CAB  certificated  carriers  to 
offer  a  suitable  replacement  schedule  in  response  to 
the  Postmaster  General's  requests.   Under  successive 
renewals  of  CAB  exemption  authority,  PSA  has  been  able 
to  provide  ths  service  to  the  complete  satisfaction 
of  the  Postal  Service  without  interruption  for  over 
five  years. 

The  CAB  has  also  given  technical  clearances  and 
transfers  necessary,  by  virtue  of  the  mail  and  three- 
mile  limit  exemptions,  to  accomplish  PSA's  recent 
holding-company  reorganization. 

22.  Q.    Please  describe  any  litigation  that  significantly 

affects  your  interstate  operations. 

A.    Major  litigation  which  affects  PSA's  intrastate 

operation  is  limited  to  various  noise  abatement  suits 
brought  'by  homeowners  and  other  interested  parties 
against  all  airlines  serving  airports  neighboring 
the  homeowners. 

23.  Q.    Please  descirbe  the  nature  of  any  state  regulation 

to  which  you  are  subject.  How  much  do  you  spend 
each  year  in  fees  and  other  costs  related  to  any 
such  regulatory  proceedings? 

A.    PSA  is  regulated  by  the  CPUC  as  to  routes  and  fares. 

Please  see  response  to  Question  2  for  a  description  of 
the  regulatory  procedures.   Current  annual  expenses  as 
regards  the  regulatory  process  approximates  $250,000 
per  year  for  attorneys  and  consultants.   PSA  has  no 
regulatory  department.   Regulatory  matters  are  handled 
by  the  Finance  Department. 

24.  Q.    Would  you  expand  into  interstate  or  international 

markets  if  there  were  no  CAB  regulations  on  entry? 
If  so,  where? 

A.    There  are  no  major  commuter  markets  left  in  California 
for  PSA  to  fly  other  than  Orange  County  where  Air 
California  has  a  monopoly  of  the  market.   Therefore, 
PSA  must  look  outside  the  State  of  California  for 
future  expansion.   Logical,  closely  situated  inter- 
state markets  which  might  fit  the  PSA  pattern  of 
service  (but  which  would  have  to  be  more  fully  con- 
sidered) are  as  follows: 

Major  California  markets  to:  Las  Vegas,  Phoenix, 
Seattle,  Portland,  Tucson,  Denver. 
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While  PSA  would  like  to  enter  some  or  all  these 
interstate  markets,  we  do  not  advocate  uncontrolled 
entry.   Our  views  on  this  question  are  of  course, 
influenced  by  the  first  part  of  our  answer  to 
Question  21,  above.   Under  a  controlled  entry  regime, 
we  believe  that  the  same  standards  should  be  applied 
to  measure  PSA's  qualifications  for  an  interstate  route 
as  would  be  applied  to  a  CAB  certificated  carrier. 
Should  "free  entry"  become  federal  government  policy, 
we  feel  that  PSA  should  have  as  ready  access  to  inter- 
state markets  as  the  CAB  certificated  carriers  already 
have  to  California  intrastate  "hypenated  point"  markets, 
as  is  indicated  in  our  answer  to  Question  21.   The 
points  made  in  that  answer,  however,  indicate  to 
us  that  "free  entry"  is  probably  adverse  to  the 
public  interest  because  of  the  potential  encourage- 
ment of  predatory  monopolistic  practices  of  the 
type  therein  described. 

25.   Q.    List  your  fuel  costs,  in  absolute  terms,  and  as  a 

percentage  of  your  total  costs,  for  1972,  1973,  1974 
and  projected  for  1975.   What  has  been  the  increase 
in  cost  per -gallon  during  this  period? 


A. 

Fuel  Cost 

%  of 

Total 

Costs 

Average  Cost 
Per  Gallon 
(end  of  peri 

od) 

% 
Increase 

1972 

$13,185,000 

14.7% 

12.8iz! 

1973 

14,396,000 

14.0% 

14.4(2! 

12.5% 

1974 
(11  months) 

21,214,000 

20.5% 

31. 2j^ 

116.7% 

1975 
(projected) 

47,000,000 

29.4% 

46.0^* 

47.4% 

*With  $2  tax  per  barrel,  freeing  the  price  of  "old 
crude"  and  elimination  of  oil  company  tax  benefits. 

26.   Q.    How  would  any  of  the  above  answers  differ  if  you  were 
fully  subject  to  CAB  regulation? 

A.    If  we  became  fully  subject  to  CAB  regulation,  under 
Section  401  of  the  Federal  Aviation  Act  as  it  stands 
today,  we  would  still  be  regulated  by  the  CPUC  as  to 
fares  in  California.   Our  costs  would  be  about  the  same 
except  for  some  reporting  expense.   Our  revenues  would 
definitely  be  larger  due  to  the  capability  of  being 
able  to  interline  passengers  with  other  carriers  and 
regularly  carry  the  U.S.  Mail.   In  addition,  PSA  would 
have  the  opportunity  to  apply  for  other  routes  outside 
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the  State  of  California  which  would  thereby  spread 
PSA's  overhead  and  reduce  the  impact  of  fare  increases 
which  have  been  quite  necessary. 

If  we  became  fully  subject  to  CAB  regulation  through  a 
legislative  process  of  the  type  outlined  above  in  our 
answer  to  Question  21,  we  would  no  longer  be  regulated 
by  the  CPUC  as  to  fares  in  California  and  the  incon- 
sistencies and  discriminatory  aspects  of  dual  regu- 
lation in  this  regard  as  described  in  our  answer  to 
Question  2  above,  would  be  eliminated.   The  absence 
of  dual  regulation  as  to  fares  would  doubtless  elimi- 
nate some  of  the  reporting  expense  we  presently  incur. 
In  addition  to  these  regulatory  and  cost  advantages, 
all  the  .public  benefits  and  other  advantages  described 
in  the  preceding  paragraph  would  be  realized  for  PSA. 
PSA's  competitors,  similarly,  would  benefit  by  being 
permitted  to  revert  to  a  single  fare  level  for  like 
services  between  California  points,  a  problem  that  has 
drawn  the  attention  of  Ralph  Nader's  organization. 

27.   Q.  How  many 'people  do  you  employ  in  positions  related  to 
airline  activities?  ,  How  many  departures,  passenger 
emplanements,  aircraft-miles,  aircraft-hours,  RPM's 
and  ASM's  did  you  accomplish  in  the  last  12  months 
period? 

A.  Airline  employees  (including  security  guards)  -  2,655 

Statistics  Year  Ending  December  31,  1974  (Strike 
affected  January  -  April) : 

Departures  80,200 

Passenger  emplanements  6,388,000 
Aircraft  miles 

(scheduled  service)  20.,  818,000 
Aircraft  hours 

(scheduled  service)  55,000 


Q.  What  is  your  total  number  of  hours  delayed  each  year 
by  airport  or  air  traffic  congestion?   Your  average 
delay  per  flight  from  these  causes?   The  median  delay? 
Ratio  of  block  hours  to  flying  hours? 

A.  PSA  does  not  keep  a  record  of  air  traffic  congestion 
(ATC)  average  delays,  however,  of  all  the  delays 
encountered,  ATC  accounts  for  about  70%  to  80%.   PSA 
does  not  maintain  a  breakdown  of  block  hours  vs. 
flying  hours,  but  the  last  survey  indicated  that 
block  hours  averaged  122%  of  flight  hours. 
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LIST  OF  EXHIBITS 


Exhibit 


B. 


Pamphlet  -  "Low  Fare  Magic  -  Twenty-Five  Years 
of  Continuing  Success  for  Pacific  Southwest 
Airlines" 

PSA's  Table  of  Fares  -  1949-1975 


C.  PSA's  request  for  fare  increase  -  CPUC 
Application  Mo.  55160 

D.  CPUC  Report  Form  1504 

[Exhibit  C  is  omitted.   If  is  on  file  with  the  California 
Public  Utilities  Commission. ] 
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Success  is  an  over-worked  word,  hut 
when  you  discuss  Pacific  Southwest 
Airlines  (PSA)  it  is  3  word  lliji  has  to 
appear  frequently  in  tlie  conversation. 

In  this  age  of  modern  icclinology  with 
bigger,  taster  airplanes  shrinking  the 
world  and  in-llighi  services  reaching  the 
super  luxury  state,  PSA  stands  out  for 
its  revolutionary  dcvelopme  it  of  air 
tralllc  in  routes  major  carriers  once 
considered  uneconomic;tl. 

Since  May  6,  l<)4'J,  when  PSA  first 
Hexed  its  wings  in  California's  air  lanes, 
success  has  been  the  by-word.  Tlie  air- 
line pioneered  low  fares,  demonstrating 
that  it  was  possible  to  combine  econo- 
~-  my  and  convenience  and  still  provide 
good  service  and  threw  in  some  tun  u> 
prove  a  scheduled  airline  tliglil  didn't 
have  to  be  a  boring-e.xperience. 

Irom  those  early  days  when  they  tlew 
a  leased  DC-3  from  San  Diego  to  Oak- 
land (via  Hollywood-Burbank),  PSA 
has  steadily  grown  until  it  presently 
ranks  among  the  top  10  airlines  in  the 
couiury  and  ihe  lop  :0  in  ilic  wotid 
based  on  numl)er  of  passengers  carried. 

This  feat  has  been  accoinplislied 
through  hard  work,  guts,  sound  busi- 
ness practices  and  a  link-  luck,  bin 
most  of  all,  ihe  genuine  desire  10  pro- 
vide the  best  air  seivice  available  -  -  - 
anywhere. 

This  desire  is  supported 
by  the  fact  thai  PSA 
presently  operates  four 
Boeing  737-200S.  one  Boeing  7:7-100 
:OBoeing7:7-200sandi 
l.-Klils  on  more  ilian  1200  tligliis  a 
week  10  San  Francisco.  Los  Angeles. 
Oakland.  Sacramento.  San  Jose.  Onla- 
no,  Hollywood.Buibank,  Fresno, 
Stockton.  Long  Beach  and  San  Diego, 
ranking  as  either  the  largest  or  second- 
largest  carrier  at  all  these  airports  based 
on  passengers  boarded. 

In  addition,  PSA  has  applied  for  service 
to  Moiiicrey  and  Souih  Lake  Tahoe. 
Further  growth  for  Ihe  San  Dicgo-based 
carrier  includes  delivery  of  ihTee  more 
of  the  2<)7-passenger  L-lUMsm  l')7.';. 

Present  plans  call  for  utilization  of  the 
wide-bodied  TriSiarsin  the  high-density 
San  piego,  Ixrs  Angeles  and  San  Fran- 
cisco markets  although  the  aircraft  can 
be  operated  efficiently  from  any  of  the 
airports  that  PSA  serves. 

A  traditional  PSA  trademark  has  been 
its  revolutionary  approach  to  iniiinten- 


ancc.  From  the  very  beginning  the  air- 
line realized  that  with  its  small  fieet  of 
DC-.>  aircrafi  II  would  have  to  achieve 
maximum  utili/;iiion  and  etficiencv 
Iroin  its  ei|uipnienl.  So,  they  began  per- 
forming overnight  maintenance  on  the 
planes,  readying  them  for  a  busy  day 
and  avoiding  loss  of  operation  time. 

Much  like  babysitters  slaying  up  and 
pampering  lots,  PSA's  mechanics  la- 
bored long  into  the  night  while  the 
state  slept.  Tlic  concept  proved  so  suc- 
cessful thai  even  after  PSA  acquired 
more  and  ntore  aircraft,  it  steadfastly 
stuck  with  the  overiiiglit  maintenance 


a  pattern  that  was  developing  thiough- 
oul  PSA's  divcisification  progiam. 
When  the  company  discovered  it 
couldn't  get  sonieihing  done,  11  did  ii 
itself,  in  many  eases,  forming  a  new 
company  in  the  process. 

Such  was  the  case  when  PSA,  making 
the  conversion  from  prop  to  all  jet  in 
1965,  discovered  ii  couldn'i  gel  pdols 
trained  fast  enough  and  created  its  own 
training  division  to  get  the  job  done. 

With  ihe  addition  of  compuieri/ed 
(light  simulators  and  other  sophisticat- 
ed equipment,  P,SA  has  developed  fiiglii 
Irainmg  programs  for  Ihe  pilots  of  over 

0  major  air  carriers  including  Branil'f 
liilernational.  Japan   Air  Lines.  Mexi- 

.iKi  .iiiil  many  others. 


IS  jet  aircrali 
lining  programs.  PSA  per- 
forms ah  miUo  llighl- 
N         naming  for  several 
.s  foreign  carriers 

who  do  not 


retiuire 

more  ilian  J400  employees  ihroughout 
the  stale  of  Calilornia. 

Corresponding  the  success  that  Ihe  air- 
line has  enjoyed  has  been  Ihe  develop- 
ment of  various  subsidiary  operations 
over  Ihe  years.  Before  PSA  became  an 
airline.  11  was  the  Friedkin  .School  of 
Aeronautics,  training  Gls  to  be  pilots. 
As  the  Second  World  War  faded  inio 
the  past,  reluming  Gls  dwindled  and 
the  insiructois  rcali/od  rli;ii  iheir  davs 
were  numberc! 
were  taken. 

Little  did  they  uah/i-  ihai  lii.isc  Mliv 
tic  steps"  would  one  day  result  in  the 
diversified  airline  everyone  knows  as 
PSA.  which  ironically  would  reiurn  to 
the  business  of  training  pilots. 

Returning  to  pilot  training  was  part  of 


ipabiliiy  due  10 
wealhei  conditions,  lack  of 
airfields  and  airspace  con- 
gestion ill  their  own  countries. 

PSA  has  performed  formal  basic  and 
advanced  lliglil  training  for  pilots  of 
many  foreign  airlines.  Currently,  train- 
ing programs  are  being  conducted  for 
Lullhansa  German  Airlines,  All  Nippon 
Airways  and  Saudi  Arabia  Airlines. 
PSA  Airline  Training  Centers  are  lo- 
cated at  Brown  Field,  south  of  San 
Diego,  and  Litchfield  Airport,  near 
Phoenix,   Arizona. 

Tlie  increase  in  PSA's  aircraft  fleet  and 
additional  maintenance  needs  of  its 
engine  overhaul  customers  prompted 
Pacific  Southwest  Airmotive,  a  PSA 
subsidiary  to  expand  to  a  new.  S5  mil- 
lion,  110,000  sq.  fi.  facility  built  on 
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seven  acres  of  land  nonli  ol  Sjn  Dicgo. 
II  replaced  PSA"s  Lindbergh  Field  eng- 
ine shop.  Tlic  new  complex  is  equipped 
lo  overhaul  Ihe  JT8D  engine,  used  on 
all  PSA  Boeing  aircraft,  and  Ihe  Rolls- 
Royce  RB2I I  engine  which  is  used  on 
IheLocVheedLlbll. 

Tlie  same  kind  of  expansion  is  irue  in 
PSA's  aircraft  leasing  program.  For  ex- 
ample, when  Ihe  airline  begin  phasing 
oui  its  smaller  1 00  series  of  the  Boeing 
727  in  favor  of  Ihe  larger  200  series,  il 
found  thai  ihere  were  few  markets  in 
which  to  sell  the  aircraft.  Further  in- 
vestigation revealed  that  many  smaller 
countries  just  entering  the  jcl  age  and 
unable  to  buy  aircraft  outriglil  were 
willing  to  lease  them. 

Tlius,  the  leasing  program  proved  bene- 
ficial for  several  reasons.  Airlines  un- 
able to  purchase  jets  were  still  able  lo 
incorporate  the  equipment  into  iheir 
systems,  a  market  for  the  aircraft  was 
established  aiiJ  ...tntinued 

manufacturers    ;  use  of 

replacement  ilic  older 


tarl>  in  1^7:.  ground  ^sas  Inoivcii  li.r 
the  350-room  PSA  Hotel  Hollywood- 
Park  near  the  Hollywood  Turf  C'luh. 
Construction  of  the  S6  million.  10- 
story  structure  was  completed  in  time 
for  a  May.  1''7.^  opening. 

Located  at  the  corner  of  Wtli  Street 
and  Prairie  Avenue  in  Inglewood.  the 
hotel  IS  adjacent  to  both  the  race  track 
and  the  Forum.  .More  than  5  million 
sports  fans  aie  attracted  to  the  evenis 
at  both  of  these  lacilitics  every  year. 

A  S2  million  renovation  project  at  Che 
PSA  Hotel  San  Franciscan,  across  the 
street  from  the  Bay  Ciiy's-Civlc Center, 
was  completed  and  the430-room.  new- 
ly decorated  hotel  is  now  in  operation 
and  I'llling  the  bill  for  conventioneers, 
businessmen  and  tourists  without  losing 
the  "old  San  Francisco"  charm  of  the 
hotel  surroundings. 

The  PSA  Hotel  Queen  Mary  officially 
opened  its  doors  in  January,  1973. 
Permanently  berthed  in  Long  Beach 
Harbor,  the  Queen  Mary  is  a  virtual 
lloating  city  with  400  suites  and  state- 
rooms occupying  three  decks  of  the 
famous  luxury  liner. 

Duiing  the  latter  part  of  l')72.  the 
2()0-room.  16-story  higli-rise  tower  was 
npleted  at  the  PSA  Hotel  Islandia. 
Together  with  the  existing  100  rooms, 
the  new  addition  provides  one  of  the 


Ofl'eriiig  Ihe  ultinua  m  cmniuivi- 
operaied.  easy-listening  music.  PSA's 
radio  stations  reflect  the  innovative 
outlook  of  the  airline. 

The  success  of  this  venture  is  already 
being  manifested  as  all  four  stations 
are  Incoming  household  names  in  their 
areas  of  operatirm.  Taking  the  lapid 
success  ot  FM  broadcasting  and  incor- 
porating it  into  a  successtui  operation 
like  PSA  demonstrates  the  larsigliled 
outlook  of  the  airline  and  itsexcculives. 

At  the  1972  annual  meeting.  PSA's 
shareholders  approved  the  reorganiza- 
tion of  the  company  into  a  holding 
company. PSA,  Inc.  The  reorgani/jtion 
took  place  on  February  28.  1  ''73,  en- 
abling the  company  to  have  more  flex- 
ible and  economical  financial  arrange- 
ments in  its  various  diversified  operat- 
ing companies. 

Through  all  tins  successful  development. 
PSA  has  not  i"  gotten  its  basic  creed, 
being  a  fun-UAn;^  airline.  This  outlook 
developed  wlien  the  airline  was  young, 
siruggliiii:  for  survival  and  consequent- 
K .  gciiuinely'happ;-  when  people  flew 
with  them. 

It  was  easy  to  note  the  reciprocation 
of  this  same  feeling  from  PSA's  passen- 
gers and  shortly.  Ihe  friendly  associa- 
tion became  a  way  of  life.  Happily,  il 
has  not  changed.  The  feeling  expresses 


up  action. 
.■\s  part  ol  ihc  piogram.  the  airline 
offers qualilied  on-call  mechanics, tech- 
nical training  and  information  as  well 
as  spare  engines  or  parts  as  needed, 
lending  PSA's  experience  to  see  that 
fledgling  airlines  have  a  greater  insur- 
ance of  success. 

A  further  extension  of  PSA's  diversifi- 
cation program  is  the  entry  into  Ihe 
hotel  and  broadcasting  fields.  The  ho- 
tels are  an  integral  part  of  PSA's  "Fly- 
Drive-Sleep"  program,  developed  to 
provide  travelers  with  one-call  service. 
One  call  to  PSA  reservations  docs  it  all 
-  -  ■  PSA  flight.  Hertz  rent-a-car  and 
hotel  accommodations. 


Ilie  water-oriented,  leisure  hotel  is 
equipped  with  a  new  Marlin  Club,  a 
250-slip  marina  and  complete  sport- 
fishing  facilities  highlighted  by  two. 
70-fooI  catamaran  sporlfishers  and  a 
4S-fooi  luxury  cruiser. 

In  early  1974.  PSA  executed  a  manage- 
ment agreement  with  the  H>att  Hotel 
Corporation  under  which  Hyatt  oper- 
ates all  of  the  PSA  hotels  with  the  ex- 
ceplion  of  the  San  Franciscan. 

PSA's  entry  into  the  broadcasting  field 
was  accomplished  by  acquiring  four 
stereo  FM  radio  stations  in  the  greater 
metropolitan  areas  served  by  the  airline. 
Tliey  are  KEZL  in  San  Diego.  KEZM 
in  Los  Angeles.  KEZR  ir,  San  h.si-  and 
KEZS  in  Sacramento. 


\,    itself  in  various  fashions  at  PSA. 

Aside  from  the  basic  ideal,  which 

all  PSA  employees  reflect,  it  can  be 

seen    in   numerous   promotions  PSA 

stages. 

Passengers  aboard  PSA  flights  can  fre- 
quently be  seen  deplaning  with  armfulls 
of  French  bread,  pickles  or  any  of  a 
number  of  "fun-loving"  gifts  received 
as  a  winner  of  "lucky-seat"  in-Oighl 
contests. 

Painting  smiles  on  all  PSA  jets  is  yet 
another  way  the  airline  puts  the  fun 
back  into  flying.  PSA  lealizcd  that  the 
aircraft  it  operates  are  symbolic  of  all 
that  the  airline  is.  so  they  should  natur- 
ally reflect  the  ideas  of  fun  —  by  sport- 
ing intectious  grins.  The  public  reaction 
to  this  move  was  overwhelming  and 
supports  PSA's  belief  that  people  still 
like  to  have  fun. 

Not  all  of  PSA's  promotions  are  fun- 
loving,  however,  as  the  airline  has  main- 
lamed  its  role  as  a  civic-minded  organi- 
/alion  through  the  years.  PSA  annually 
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provides  charity  scenic  flights  to  such 
organizations  as  Muscular  Dystrophy, 
Multiple  Sclerosis.  Boy  Scouts  and 
other  deserving  organizations.  The  air- 
line feeis  this  is  a  small  way  to  repay 
the  people  of  California  without  whose 
business  they  would  not  exist. 

The  success  of  PSA  is  undeniable. 
Equally  undeniable  is  the  fact  that 
J.Floyd  Andrews,  Chief  Executive  Offi- 
cer and  Chairman  of  the  Board,  is  the 
man  singularly  most  responsible  for 
this  success. 

In  his  lifetime,  Andy  (as  he  likes  to  be 
called)  has  known  no  other  employer 
than  PSA  and  in  payment  for  the  liveli- 
hood. PSA  has  given  him.  he  has  helped 
to  elevate  the  airline  to  its  present 
stature. 

Andy  took  the  helm  of  PSA  in  1962, 
followingihedeathof  founder  Kenneth 
Friedkin.  While  PSA  was  already  on  the 
road  to  success,  his  emergence  to  the 
presidency  acted  as  a  catalyst  to  the 
rising  young  company. 

Under  Andrew's  leadership,  the  airline 
entered  the  jet  age.  became  listed  on 
the  New  York  Stock  Exchange,  began 
its  pilot  training  program,  its  aircraft 
leasing  companies,  its  "Fly-Drive-Sleep" 
program,  its  radio  stations,  its  S5  mil- 
lion office/hangar  complex  and  the 
list  goes  on. 

It  was  under  Andrews  also  that  PSA 
inaugurated  the  four-day  work  week 
concept  for  its  employees  and  became 
the  first  airline  in  the  country  to  modi- 
fy its  jet  engines  rendering  them  virtu- 
ally   smoke-free,    Andrews   feeis   that 


these  two  moves  are  a  part  of  PSA's 
commitment  to  both  its  employees  and 
the  people  of  California. 

"It  gave  me  great  personal  pleasure  to 
make  the  announcements  regarding 
both,  the  four-day  work  week  for  our 
employees  and  the  completion  of  our 
jet  engine  modification  program."  he 
said. 

"Both  were  made  with  an  awareness  of 
changing  lifestyles  and  concerns  of 
people  today.  With  all  the  beautiful 
countryside  in  Cahfornia,  it's  only  fair 
to  allow  our  people  as  much  lime  as 
possible  to  enjoy  them;  only  right  that 
we  do  everything  we  can  to  keep  this 
state  as  beautiful  as  possible,  not  only 
for  our  employees  but  for  everyone." 
Andrews  said. 

PSA  was  also  responsible  for  inaugu- 
rating noise-abatement  procedures  at 
its  urban  airports,  another  step  in  the 
airline's  continued  role  as  a  concerned 
citizen.  While  the  steps  are  basically 
simple  in  execution,  they  represent 
long  hours  of  research  and  testing  on 
PSA's  computer  operated  flight  simu- 
lators and  finally. approval  by  the  FAA 
for  operational  use.  The  success  of  the 
program  is  substantiated  by  countless 
letters  of  thanks  from  local  residents, 
commendations  by  civic  groups  and 
eventual  duplication  by  other  airlines. 

In  February.  1973.  Andrews  was  elec- 
ted to  the  position  of  Chief  Executive 
Officer  and  Chairman  of  the  Board  of 
Directors.  The  Board  named  William  R. 
Shimp.  who  flew  as  a  pilot  for  the  air- 
Une  until  assuming  administrative  du- 
ties as   Vice  President  of  Flight  and 


later.  Executive  Vice  President,  as  the 
third  President  in  the  company's  his- 
tory. 

Eleanor  Glithero,  the  company's  Trea- 
surer, enjoys  the  distinction  of  being 
the  first  employee  registered.  Pilots 
Gordon  Tinker,  Leo  Leonard  and  Don 
Stevenson,  to  name  a  few,  have  been 
flying  for  PSA  since  the  first  days  of 
operation. 

The  presence  of  these  individuals  in- 
sures that  the  airline  will  not  forget  its 
heritage  or  how  it  achieved  the  stature 
it  presently  enjoys. 

Still,  in  all.itit  the  work-a-day  men  and 
women  of  PSA  who  reflect  the  airline 
to  its  passengers  and  in  recognition  of 
■their  efforts  and  performance,  Andrews 
cited  them  with  a  plaque  erected  on 
the  office/hangar  building  when  it  was 
completed. 

The  plaque  commemorated  PSA  em- 
ployees past  and  present  for  the  job 
they  have  done  and  are  continuing  to 
do.  Their  single-minded  determination 
to  achieve  excellence  coupled  with  a 
flair  for  enjoying  what  they  do  is  the 
very  lifeblood  of  PSA. 

There  are  no  hard  and  fast  answers  to 
the  whys  of  PSA's  tremendous  success 
record.  Perhaps  it  can  be  found  in  the 
guidance  of  one  man.  perhaps  in  a  creed 
and  the  employees  who  support  it.  but 
whatever  the  reason,  it  exists  and  will 
continue  to  exist,  grow  and  nurture  as 
long  as  the  company  realizes  that  it 
has  a  commitment  to  offer  the  ultimate 
in  airline  service  at  the  lowest  of  fares. 
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CALIFORNL\   FUrj.lC  UTl LIflES   COriMiSSiON 
TrJVNS  PORTAli  ON  PI  VIS  lOK' 

PASSENGER  OPFPATTON'S    BRAI.'CH 
AIR'pASSSNGKR  KirCirEESTNG  SECTION 


FORM  150-^:   RErCRT 

PASSENGERS   ON   BOARD  ACT  LOAD  FACTORS 

FOR  SCHEDULED  AIR  CARRIERS   ON  NONSTOP   FLIGHTS 

BETOEEN  CALIFOR^?IA  AIRPORTS 

MARCH  31,    1973  AND  1974 
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The  Los  Angeles  Metropolitan  Area  includes  Los  Angeles,  Burbank,  Long  Beach, 

Ontario  and  Santa  Ana. 

The  San  Francisco  Metropolitan  Area  includes  San  Francisco,  Oakland  and  San  Jose, 


ABBREVIATIONS 


AIRLINES 

AA 

. 

American 

ACL 

- 

Air  California 

CO 

- 

Continental 

DA 

- 

Delta 

PSA 

•  - 

Pacific  Southwest 

RW 

- 

Hughes  Airwest 

TW 

- 

Trans  World 

UA 

- 

United 

WA 

- 

Western 

KA 

- 

National 

Load 

Factor 

-   -  Passeng 

AIRPORTS 

BUR 

Burbank 

LAX 

Los  Angeles  Int. 

LGB 

Long  Beach 

OAK 

Oakland  Int. 

ONT 

Ontario 

SAN 

San  Diego  Int. 

SFO 

San  Francisco  Int 

SJC 

San  Jose 

SNA 

Santa  Ana 

SMF 

Sacramento 

-  Passenger  miles  divided  by  available  seat  miles. 

On-Board  Passengers  -  Through  and  local  passengers  aboard  aircraft 

operating  nonstop  between  designated  airports. 


Source 


-  Load  Factor  Report  No.  1503  submitted  by  the  airlines 
to  California  Public  Utilities  Commission. 


CPUC  Resolution  No.  A-3211  dated  May  25,  1965,  orders  that  statistics  contained 
in  No.  1504  Reports  shall  be  open  to  public  inspection  six  months  after  the 
conclusion  of  tlie  period  in  which  air  travel  represented  by  these  statistics 
has  taken  place. 
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SOUTHWEST  AIRLINES  RESPONSES  TO  AIRLIME  QUESTIONNAIRE 

Question  No.    1 

Describe  the  history  of  your  firm. 

Southwest  Airlines  was  organized  in  early  1967  for  the  purpose  of 
prosecuting  an  Application  before  the  Texas  Aeronautics  Commission  for  a 
Certificate  of  Public  Convenience  and  Necessity  to  carry  local  intrastate  pas- 
sengers by  air  between  the  major  metropolitan  areas  in  Texas  of  Dallas /Fort 
Worth,  Houston,   and  San  Antonio.     Hearings  before  the  Commission  were  held 
in  late  1967,   and  a  favorable  decision  was  issued  by  the  Texas  Aeronautics 
Commission  on  February  20.    1968.    On  February  21.    1968  the  incumbent  CAB 
carriers,   Braniff,  Texas  International,  and  Continental,  filed  suit  in  State 
District  Court  in  Austin  seeking  an  injunction  against  the  TAC  from  issuing 
such  Certificate.     The  case  was  heard  during  a  five-week  trial  before  a  District 
Judge  who  issued  from  the  bench  a  decision  favorable  to  the  plaintiffs.     The  case 
was  appealed  to  the  Texas  Court  of  Civil  Appeals  which  upheld  the  District  Court 
Decision.    On  further  appeal  to  the  Supreme  Court  of  the  State  of  Texas  a 
unanimous  decision  was  issued  favorable  to  the  defendent.     The  CAB  carriers 
further  appealed  this  case  to  the  United  States  Supreme  Court,   which  on 
December  7.   1970  denied  writ  of    certiorari. 

Between  that  date  and  June  18,    1971  when  scheduled  service  began, 
the   Company  raised  some  $8  million  of  equity  capital  in  the  form  of  convertible 
promissory  notes  and  conmnon  stock;  purchased  three  new    Boeing  737-200 
aircraft  with  100%  financing  from  the  Boeing  Company;  and  hired  and  trained 
the  necessary  personnel  complement  to  properly  staff  the  airline  operation. 
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The  Company's  initial  operation  consisted  of  12  round  trips  daily 
between  Dallas'  Love  Field  and  Houston's  Intercontinental  Airport  and  6  round 
trips  daily  between  Dallas'  Love  Field  and  San  Antonio's  International  Airport. 
In  November,    1971  the  Company  relocated  one-half  of  its  Dallas-Houston  service 
from  Houston's  Intercontinental  Airport  to  Houston's  close-in  Hobby  Airport  and 
at  the  same  time  inaugurated  service  between  Houston's  Hobby  Airport  and  San 
Antonio's  International  Airport  with  three  daily  round  trips.     In  mid-May,    1972 
the  Company  consolidated  all  of  its  Houston  operations  at  close-in  Hobby  Airport 
and  abandoned  its  service  at  Houston's  Intercontinental  Airport. 

As  a  result  of  innovative  marketing  and  pricing  techniques  and  con- 
tinuing daily  service,  which  have  met  with  the  approval  of  the  marketplace,  the 
Company  has  expanded  the  markets  it  serves  to  the  point  that  it  is  now  a  very 
successful  and  profitable  enterprise  without  having  significantly  diverted  traffic 
from  the  CAB  carriers  serving  these  markets. 

In  early  1973  the  Company  applied  to  the  Texas  Aeronautics  Commission 
for  its  first  route  expansion,   this  being  for  authority  to  provide  its  intrastate 
service  to  the  Lower  Rio  Grande  Valley  of  the  State  of  Texas  through  the  Harlingen 
Airport  with  such  authority  to  permit  non-stop  service  from  that  airport  to  the 
three  metropolitan  areas  presently  served  by  the  Company.     Extensive  hearings 
were  held  on  this  matter  during  the  first  half  of  1974,    in  which  the  authority  was 
opposed  by  Texas  International  Airlines.     The  Company  is  now   awaiting  an  initial 
decision  in  the  matter  from  an  Examiner  of  the  Texas  Aeronautics  Commission. 
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On  January  14.   1974  with  the  opening  of  the  new  Dallas /Port  Worth 
Regional  Airport,  most  scheduled  services  were  transferred  from  Love  Field 
to  the  new  Airport,  which  is  located  midway  between  the  cities  of  Dallas  and 
Fort  Worth.    Southwest  Airlines  earUer  had  refused  to  sign  an  agreement  forcing 
it  to  move  its  local  intrastate  service  from  Love  Field  to  the  new  Regional  Air- 
port.   As  a  result,  it  was  defendent  in  a  suit  filed  by  the  cities  of  Dallas  and 
Fort  Worth  and  the  Regional  Airport  Board  in  Federal  District  Court.    This  suit 
was  decided  on  April  23.   1973  in  favor  of  Southwest  being  permitted  to  remain 
at  Love  Field  so  long  as  that  airport  remained  in  operation  as  an  airport.     The 
decision  by  the  District  Court  Judge  was  appealed  by  the  plaintiffs  to  the  Fifth 
Circuit  Court  of  Appeals  which  upheld  the  decision  of  the  Lower  Court.     The 
decision  has  now  been  further  appealed  to  the  United  States  Supreme  Court.  SJ 
Currently  Southwest  Airlines  carries  some  60%  of  the  local  Dallas- 
Houston  and  Dallas -San  Antonio  markets.     However,  these  markets  have  expanded 
^during  the  three  years  Southwest  has  served  them  in  the  amount  of  127%.  whereas 
during  the  five  years  prior  to  the  inauguration  of  service  of  Southwest  Airlines. 
there  had  been  no  growth  whatsoever. 

Southwest  currently  operates  four  Boeing  737-200  aircraft;  it  employs 
some  325  people;  and  it  is  presently  serving  some  876.  000  passengers  annually. 

Jj       On   December   16.    1974,    the   United   States    Supreme   Court 
"denied   certiorari    in   the    Love    Field   lawsuit.      Texas    Inter- 
national   Airlines   has   filed   another   lawsuit   in   the   State 
District   Court   in   Austin,   Texas,    however,    seeking   to   reliti- 
gate   essentially   the   same   issues   already  decided   in   our 
favor   in    the    Federal    courts.      This   is   illustrative   of   the 
process   by  which   the   CAB   air   carriers,    as   will    be   more    fully 
discussed   hereafter,    continually   attempt   to   destroy   or 
seriously   impede   our  development   through   repetitive   litiga- 
tion. 
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Question  No.  2 

What  regulatory  or  other  obstacles  did  you  face  in  trying  to  obtain  approval  to 
fly  the  routes  and  charge  the  fares  that  you  wished  to  charge? 

As  described  in  Question  No.   1.  we  faced  no  inordinate  regulatory 

obstacles  but  did  face  three  years'  delaying  tactics  wherein  the  estabUshed  CAB 

carriers  used  the  co^urta  to  thwart  any  competition  to  their  very  profitable 

monopoUes  or  oUgopoly.    Subsequent  to  the  decision  by  the  United  States  Supreme 

Court  which  permitted  the  physical  issuance  of  the  Certificate,  these  same 

carriers  fUed  many  applications  and  protests  before  both  the  Texas  Aeronautics 

Commissicm  and  the  CivU  Aeronautics  Board  in  an  effort  to  ever  keep  Southwest 

from  actually  beginning  scheduled  service.     Fortunately  they  were  unsuccessful 

in  all  of  such  endeavors. 


The   regulatory  agencies   provide   the   CAB   air  carriers 
with  access   to   the   State   and   Federal    court  systems,  which 
they  proceeded   to   use   to   render  Southwest   insolvent  by   the 
end  of  1970.      For   Instance,   Southwest  has   been   forced  to 
litigate   the  validity  of  its   certificate  and   the   totally 
spurious   issue   of  CAB   jurisdiction   over  the   Company  in   at 
least  eight  or  nine   judicial    and   administrative   proceedings. 
A  judge   of  the   District  of  Columbia   Circuit  Court  of  Appeals 
described   this   as    "harassment."      In   addition,    Braniff  and 
Texas    International    Airlines   used  every  extra-judicial   means 
at  their  disposal    to  attempt   to  keep   Southwest  from  flying 
and   to   drive    it   out  of  business   after   it  had  commenced 
operations.      This    is   the  manner  in  which   the   Federally 
protected   air  carriers   use   their  privileged   positions,    and 
profits   virtually  guaranteed   by  the    Federal    government,    to 
prevent   intrastate   aviation,    the   only   truly  competitive 
force    in   the   American   airline   industry,    from  developing   and 
flourishing.      In   an   attempt   to   put  an  end   to   any   further 
possibilities   of  meaningful    competition,    bills  will    be 
Introduced   and   pushed   in   the   Congress   next  year   to   bring 
intrastate   aviation   under  the   jurisdiction   of  the   CAB.      This 
is   merely   another  example   of  the  drive   to   facilitate   the   CAB 
carriers   in   providing   the   minimum  possible   service   at   the 
maximum  possible   fares. 
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Question  No.   3 

a.  Why  did  you  wish  to  fly  in  the  markets  where  you  now  provide  service? 

We  wished  to  fly  in  the  markets  where  we  now  provide  service  because 
for  many  years  we  ourselves  had  been  customers  of  the  limited  service  then 
available  and  felt  that  an  intrastate  carrier  which  was  interested  only  in  the 
development  of  the  local  markets  and  was  a  specialist  in  that  area  could  provide 
far  superior  service  at  much  lower  fares  in  these  markets. 

b.  Did  you  propose  lower  fares? 

The  fares  proposed  in  the  original  Application    filed  in  1967  were  for 
a  fare  of  $14.  95  as  compared  to  the  then  present  fares  of  approximately  $20-21. 
By  the  time  the  legal  obstacles  were  cleared  some  four  years  later,   inflation 
had  taken  its  toll  and  the  CAB  fares       were  then  $27  between  Dallas  and 

Houston  and  $28  between  Dallas  and  San  Antonio.     Southwest  came  in  at  a  $20 
fare  in  both  markets  which  was  immediately  met  without  filing  any  tariffs  with 
anybody  by  the  competing  carriers,   Braniff  and  Texas  International. 

c.  If  so,  did  you  believe  you  could  make  money  in  those  markets? 

Yes 

d.  How  ? 

Our  analysis  of  what  our  costs  would  be  indicated  to  us  that  at  a  $20 
fare,  including  tax,  we  would  incur  a  breakeven  operation  with  an  average  load 
of  38  passengers  per  flight  operated,   and  we  felt  this  was  not  an  unreasonable 
goal  to  be  obtained  within  a  year's  time. 
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Question  No.   3  (continued) 

e.  Did  you  consider  fares  important? 

We  felt  the  fares  charged  by  the  CAB  carriers  were  excessive  and 
had  definitely  stunted  the  growth  which  should  be  occurring  in  the  markets. 
Therefore,  fares  were  esrtremely  important  if  the  markets  were  to  be  expanded 
to  the  extent  necessary  to  make  our  operations  viable. 

f.  List  each  airport  pair  you  serve. 

Dallas  Love  Field  -  Houston  Hobby  Airport 

Dallas  Love  Field  -  San  Antonio  International  Airport 

Houston  Hobby  Airport  -  San  Antonio  International  Airport 
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Question  No.   4 

a.    What  fares  do  you  charge  in  each  market? 

Through  a  series  of  fare  experiments.   Southwest  feels  it  has  come 
up  with  the  fare  structure  which  best  serves  the  public  need  and  has  permitted 
the  dramatic  expansion  of  the  markets  it  serves.     Our  tariff  actions  from  the 
inauguration  of  service  will  thus  be  summarized  at  this  point. 

Since  each  of  the  markets  served  are  approximately  the  same  distance 
apart  in  air  time,  we  have  historically  charged  the  same  fares  in  each  of 

our  three  markets.    As  stated  in  Question  No.   3,   our  initial  fare  structure  in 
each  of  the  markets  was  a  regular  fare  of  $20  with  lower  fares  for  certain  groups 
including  military,   accompanied  females,   youths,   and  groups  of  ten  or  more. 
This  fare  structure  was  maintained  from  June  18,    1971  to  July  6,    1972  when  we 
increased  the  regular  fare  from  $20  to  $26  due  to  the  fact  that  we  had  been  un- 
successful in  expanding  the  markets  at  that  time  to  the  extent  necessary  to  reach 
an  average  passenger  load  of  38.     It  was  either  increase  the  fare  or  go  broke. 
Some  months  earlier  we  had  been  experimenting  with  late  night  flights  on  Friday 
only  permitting  passengers  to  ride  such  flights  which  were  primarily  for 
operational  purposes  at  a  fare  of  $10.    Within  a  matter  of  weeks  and  with  no 
advertising  whatsoever,   these  limited  flights  v/ere  operating  at  near  capacity 
and  this  service  was  expanded  somewhat  at  the  time  of  the  regular  fare  increase 
from  $20  to  $26  with  great  success. 

The  philosophy  had  developed  that  the  $20  fare  had  represented  a 
very  substantial  saving  for  the  business  traveler  who  was  receiving  a  far 
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Question  No.   4  (continued) 

superior  service  to  any  he  had  previously  received  in  these  markets,  but  that 
the  $20  fare  was  not  close  enough  to  bus  fares  and  to  the  costs  of  driving  per- 
sonal automobiles  to  really  take  any  substantial  portion  of  the  personal  travel 
market.     By  October.    1972  we  had  developed  this  philosophy  to  the  ultimate  by 
offering  a  two-fare  structure  throughout  the  system  in  the  following  manner: 
Flights  operating  between  7:00  a.m.   and  8:00  p.  m.   on  weekdays  (Monday- Friday) 
were  operated  at  the  regtolar  fare  of  $26.     All  flights  operated  after  8:00  p.  m. 
on  weekdays  and  all  flights  operated  on  Saturdays  and  Sundays  carried  a  regular 
fare  of  $13,   or  $25  for  a  round  trip,  wHch  was  within  $1  of  bus  fare  and  was 
comparable  to  cash  costs  of  driving  a  personal  automobile.     The  success  of  this 
philosophy  became  evident  very  shortly  with  a  rapid  expansion  of  the  overall 
size  of  the  market.     The  basic  fare  structure  remained  constant  from  October, 
1972  through  November,    1973  consisting  of  the  regular  fare  of  $26,   or  $50 
round  trip,   and  a  pleasure  class  fare  of  $13  one  way  and  $25  round  trip.     On 
December  1,    1973  all  fares  were  increased  $2  concurrent  with  the  6%  fare 
increase  granted  by  the  CAB  to  the  CAB  carriers.     This  higher  fare  level, 
together  with  the  improved  traffic  on  Southwest  after  the  opening  of  the  Regional 
Airport,   permitted  the  Company  effective  October  1,    1974  to  reduce  the  regular 
fare  of  $28  to  $25  and  at  the  same  time  move  the  price  change  time  for  the 
pleasure  class  $15  flights  from  8:00  p.m.   to  7:00  p.m.     Thereafter  all  flights 
operating  between  7:00  a.m.   and  7:00  p.m.    systemwide  were  at  the  new  lower 
$25  fare  with  all  flights  operating  at  7:00  p.m.  or  after  on  weekdays  and  all 
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Question  No.   4  (continued) 

weekend  flights  operating  at  the  $15  pleasure  class  fare.  This  fare  reduction 
was  put  into  effect  knowing  that  the  CAB  carriers  would  be  further  increasing 
their  fares  in  the  approximate  amount  of  4%  In  the  following  month. 

The  only  deviation  in  this  pricing  structure  was  between  the  period 
January  22,    1973  and  October  1.    1974  when  all  flights  in  the  DaUas-San  Antonio 
market  were  operated  at  the  pleasure  class  fare.     During  this  period  of  time 
Southwest  was  not  able  to  offer  a  frequency  of  service  which  was  sufficient  for 
the  business  traveler.     On  October  1.    1974  when  we  inaugurated  service  with 
our  fourth  Boeing  737-200  aircraft  and  offered  eight  trips  between  Dallas  and 
San  Antonio  every  other  hour,  we  felt  it  was  the  proper  time  to  charge  the 
regular  fare  in  this  market  during  weekdays. 

Throughout  Southwest's  operating  history  the  CAB  carriers  have 
maintained  their  high  interstate  fares  which  have  been  applicable  to  all  inter- 
state passengers,   but  in  addition  they  have  charged  intrastate  fares  under 
tariffs  not  filed  with  any  regulatory  agency  equal  to  the  intrastate  fares  charged 
by  Southwest  until  September  1,    1974  when  Braniff  discontinued  the  commuter 
service  which  it  had  operated  from  Love  Field  subsequent  to  the  January  14 
move  to  the   Regional  Airport.   Currently  the  CAB  fare  structure  in  these  com- 
petitive markets  consists  only  of  the  interstate  fares  which  are  as  follows: 

First  Class  Coach 

Dallas- Houston  $41.37  $31.37 

Dallas-San  Antonio  43.37  32.37 

Houston-San  Antonio  38.37  29.37 
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Queation  No.  4  (continued)  "^ 

b.    Are  you  making  a  profit  in  each  of  the  markets  you  serve  (specify  market  by 
market)  (a)  on  the  basis  of  fully  allocated  costs?  (b)  on  the  basis  of  direct 
operating  costs  (CAB  definition)?    (c)  on  the  basis  of  incremental  costs? 
(What  do  you  include  in  "incremental"  costs?) 

Southwest  makes  a  profit  based  on  fully  allocated  costs  in  both  its 

Dallas-Houston  and  Dallas-San  Antonio  markets.     In  the  Houston-San  Antonio 

market    our  revenues  make  a  substantial  contribution  to  overhead  costs  but  do 

not  make  a  profit  on  a  fully  allocated  basis.     In  this  particular  market  there  are 

five  other  carriers  operating  flights  daily,  and  the  overall  size  of  the  market  is 

approximately  one -half  as  large  as  the  Dallas-San  AntOTiio  market  and  one- 

fourth  as  large  as  the  Dallas- Houston  market. 
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Question  No.   5 

What  are  your  load  factors  in  each  market? 

During  the  first  11  months  of  1974  the  average  load  factor  in  each  of 

our  three  markets  is  as  follows: 

Dallas-Houston  62.8% 

Dallas- San  Antonio  64. 1 

Houston-San  Antonio  26.6 
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Questlon  No.   6 


If  your  fares  were  significantly  lower  than  your  competitors  charged  when  you 
entered,   and  if  they  are  significantly  lower  than  those  charged  on  comparable 
routes  elsewhere  in  the  country,   explain  in  some  detail  how  it  is  possible  for 
your  airline  to  remain  in  business. 

Our  fares  are  significantly  lower  than  the  fares  charged  by  our  com- 
petitors from  different  airports  in  these  markets  and  are  significantly  lower  than 
fares  charged  on  comparable  routes  elsewhere  in  the  Country.    Very  simply 
stated,  the  reason  we  are  able  to  do  this  is  that  our  costs  are  significantly  lower 
than  their  costs.    We  are  specialists  providing  a  specific  service  to  specific 
markets  all  having  geographic  similarities.    We  are  thus  attuned  to  our  par- 
ticular job  and  use  equipment  specifically  designed  for  such  short-haul  flights. 
Additionally  the  fare  structures  which  we  ultimately  reached  are  such  that  they 
have  permitted  significant  expansion  of  the  markets  to  permit  us  to  have 
average  loads  sufficiently    high  to  justify  the  lower  fare  structure. 
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Question  No.   7 

a.  Have  other  airlines  serving  your  markets  matched  your  fares?    Which? 

These  questions  are  answered  thoroughly  in  Question  No.   4  (a). 

b.  Are  they  making  money  on  their  service? 

These  carriers  (Braniff  and  Texas  International)  proclaim  publicly 
that  they  are  making  money  and  have  continued  to  offer  vigorous  competition  in 
the  marketplace.     Putting  the  numbers  to  their  costs  and  traffic  clearly  indicates 
however  that  over  the  history  of  Southwest's  service  their  competitive  efforts 
have  cost  them  millions  in  bottomline  profits.    We  feel  very  strongly  that  they 
knew  these  commuter  fares  would  cost  them  millions  when  they  instituted  them, 
but  they  felt  initially  it  was  a  good  investment  because  it  would  keep  Southwest 
from  becoming  a  viable  company.    With  their  recent  abandonment  of  their 
intrastate  fare  structure,  they  have  apparently  decided  it  was  a  bad  investment. 

c.  How  can  you  maintain  high  load  factors  if  other  airlines  match  your  fares? 

In  a  few  words,  better  service  to  the  customer  with  a  high  completion 
and  on-time  reliability  factor  and  a  smile  instead  of  a  scowl. 
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Questlon  No.   8 


Describe  specificaUy  the  way  in  which  your  low  fare  service  benefits  the  public. 

By  making  our  transportation  available  at  fares  which  a  much  larger 
segment  of  the  pubUc  can  afford.    We  are  continually  amazed  at  the  high  percent 
of  first -tinne  riders  on  our  aircraft. 
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Question  No.   9 

Have  your  low  fares  led  to  an  increase  in  the  number  of  passengers?    Document 
this  if  possible,  diowing  the  extent  to  which  lower  fares  increase  demand  for 
service. 

Attached  is  a  tabulation  of  the  average  daily  passengers  in  our  principal 

markets  before  and  after  Southwest,  together  with  a  graph  pictorially  displaying 

the  growth  in  the  markets  diring  the  years  1973  and  1974  as  compared  to  the 

five-year  period  1967  to  1971  prior  to  the  entry  of  Southwest  into  these  markets. 

This  tabulation  shows  that  in  the  Dallas-Houston  market  the  growth  in  a  three-  %^ 

year  period  to  1974  has  been  113%  and  in  the  Dallas-San  Antonio  market  163%. 
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SOUTHWEST  AIRLINES  CO. 

DEVELOPMENT  OF  SOUTHWEST  AIRLINES  MARKETS 
AND  EFFECT  ON  C  A  B  CARRIERS 


Base  period  -  1967-71 
Bran  iff 
Other 

Total-CAB  carriers 


Average  Daily  Passengers 

DAL- HO U  DAL -SAT      Together 


803 
245 

1.048 


371 

39 

410 


1.174 

284 

1.458 


Year  1973 
Bran  iff 
Other 

Total  CAB  carriers 
Southwest 

Total  market 


847 
181 


1.028 

902 

1.930 


469 
12 


481 

477 


958 


1.316 
193 
1.509 
1.379 
2.888 


Year  1974 
BraniffHl 
Other 

Total  CAB  (Jan.  -June.  1974  avg. ) 
Southwest  (Jan. -Nov. .    1974  avg. ) 
Total  market 

CAB  carriers  traffic  as  %  of  base  period- 1973 

-1974 

Southwest  Airlines  traffic  as  %  of  base  period- 1973 

-1974 

All  carriers  traffic  as  %  of  base  period- 1973 

-1974 


810 

395 

1, 

,205 

102 

16 

118 

912 

411 

1, 

.323 

1.317 

667 

1, 

,984 

2.229 

1,078 

3, 

,307 

98% 

117% 

103% 

87 

100 

91 

86% 

116% 

95% 

126 

163 

136 

184% 

234% 

198% 

213 

263 

227 

tl] 


Breakdown  of  Braniff  1974  traffic  between  airports 

Love  444 

Regional  366 

Total  STO 


240 
155 


395 


684 
521 


1,205 
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Question  No.   10 

Have  you  do  studies  of  the  elasticity  of  demand  for  air  travel  in  your 
markets?    If  so.  what  were  the  results  of  those  studies? 

Our  fare  experimentation  during  our  operating  history  has  convinced 

us  that  in  the  air  transportation  business  ther  e  are  really  two  completely 

distinct  markets,  one  of  which  gives  no  indication  of  having  any  appreciable  price 

elasticity  and  the  other  giving  every  indication  that  price  elasticity  is  the  name 

of  the  game.    The  business  travel  market  did  not  grow  appreciably  during  our 

first  year  of  service  with  the  low  $20  fare  and  gave  no  indication  of  being  aiffected 

volume-wise  when  we  increased  that  fare  to  $26.    During  our  first  year  of 

operation  when  we  had  only  the  $20  fare,  in  excess  of  80%  of  our  total  traffic 

was  business  oriented  and  it  was  not  until  we  established  the  $13  at  off  hours 

and  off  days  that  we  began  to  expand  drastically  the  size  of  the  market.    Our 

business  customers  using  oiir  frequent  executive  class  flights  between  the  hours 

of  7:00  a.  m.  and  7:00  p.  m.  on  weekdays  are  much  more  interested  in  frequent 

good  service  they  they  are  in  fare  levels.    Our  pleasure  class  travelers  using 

the  lower  fare  who  normally  prefer  to  travel  in  the  evenings  and  on  weekends 

'  anyway  definitely  are  attracted  to  our  service  by  the  fare.    This  convinces  me 

that  the  CAB  carriers'  efforts  to  expand  personal  travel  markets  with  night 

coaches  offering  only  20%  discounts  are  only  skimming  the  top  of  a  very  large 

market.    If  such  discounts  were  more  in  the  area  of  50%,  they  would  not  be 

able  to  handle  all  the  traffic  they  would  be  offered  and  could  increase  utilization 

of  their  equipment  substantially  and  operate  profitably  with  those  kind  of  discoimts. 

To  a  large  extent  1  think  that  a  20%  discount  actually  causes  a  lot  of  revenue 

divers im  whereas  a  Spartan  service  offered  at  a  40-50%  discount  would  represent 

almost  exclusively  new  revenues  and  probably  less  revenue  diversion  than  they 

now  incur.    ( Mjl  GuJJ^J^^^^^ ^^'^-^■^y^^^  <^  ^^^ 
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Question  No.   il 

How  do  you  determine  the  proper  fare  for  a  particular  city  pair?    Who.  within 
your  organization  makes  this  decision  ?    What  studies  are  made  for  use  in 
making  it?    Have  you  studied  the  possible  effects  of  increase  fare  competition 
on  your  fares,   costs,  and  profits  ?    Describe  in  detail  the  studies  you  have  made, 
and  their  conclusions. 

It  is  believe  that  answers  to  earlier  questions  have  provided  the 

requested  information  in  this  question  except  for  who  within  our  organization 

makes  this  decision.    The  answer  to  that  question  is  the  undersigned. 


Question  No.  10 

As  used  in  this  answer,  price  elasticity  exists  only  if 
a  given  percentage  reduction  In  fares  produces  more  than 
that  percentage  of  increase  In  passengers.   Thus,  a  lOX  fare 
reduction  producing  a  7%  passenger  increase  is  non-elastic. 
Each  fare  reduction  does,  however,  produce  more  passengers 


the  type  of  economy  we  are  experiencing, 
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Question  No.   12 

Provide  a  statement  of  actual  and  predicted  cash  flow  over  the  next  five  years. 
Provide  a  statement  of  projected  cash  flow  over  the  next  five  years.  What  load 
factors  did  you  assume  in  arriving  at  the  figures  in  these  statements?  How  do 
the  figures  change  assuming  load  factors  of  55%.     60%?    65%?    70%? 

It  would  be  foolhearty  to  even  attempt  to  provide  reasonably  accurate 

information  in  response  to  this  question.    All  I  can  say  in  this  regard  is  that 

at  the  current  time  the  economics  of  our  operation  consist  of  three  categories  of 

cost,  these  being  fixed  costs  amounting  to  some  $19,  500  daily;  costs  varying  with 

number  of  flights  operated  at  the  rate  of  $386  per  flight;  and  costs  related  to 

passengers  carried  at  the  rate  of  $2.64  per  passenger.     In  the  future  periods 

these  figures  would  have  to  be  adjusted  upward  to  the  extent  of  the  inflationary 

effect  on  our  economy  caused  by  Congress.     At  our  average  yield  per  passenger 

carried  of  $19.  86  this  means  that  in  our  present  mix  we  break  even  at  48.  4 

passengers  per  flight,  which  represents  a  44%  load  factor.     To  the  extent  that 

the  economy  is  such  that  it  generates  more  than  a  44%  load  factor,  we  will  make 

money,  continually  being  adjusted  upward  as  a  result  of  rampant  inflation.     To 

the  extent  that  the  economy  is  such  that  we  carry  less  than  a  44%  load  factor. 

we  will  lose  money.     That's  as  far  as  I  care  to  go  on  futiu-e  forecasting.     It's 

really  up  to  Congress. 
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Question  No.  13 

What  is  your  depreciation  policy  for  new  aircraft?    For  aircraft  purchased 
second-hand?    If  you  lease  aircraft  .    how  many  and  what  types?    Whatare  the 
lease  terms?    How  were  these  purchases  financed?    If  they  were  financed  by 
bond  sales,  list  the  amounts  and  dates  on  which  these  bonds  fell  due. 

The  original  three  Boeing  737-200  aircraft  which  we  purchased  new 

in  1971  were  financed  100%  by  the  manufacturer  at  the  rate  of  interest  to  be  1-1/2% 

above  the  prime  rate.    These  aircraft  are  being  depreciated  over  a  12'-yearlife 

with  a  4%  residual  value.     The  new  fourth  aircraft  which  we  received  and  put 

into  service  on. October  1,   1974  is  beiftg  depreciated  over  a  15-year  life  with 

no  residual  value.    The  longer  life  is  due  to  the  fact  that  this  aircraft  is  already 

equipped  with  the  environmental  protection  devices  to  be  required  by  government. 

All  of  our  aircraft  have  been  purchased  new  and  none  have  been  leased.    With 

the  current  high  cost  of  money,  the  interest  rate  of  1-1/2%  above  the  prime  rate 

we  are  paying  is  extremely  burdensome. 
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Question  No.   14 

What  percentage  of  your  costs  is  accounted  for  by  (a)  advertising  (b)  other 
promotion,   (c)  office  rents,   (d)  wages,   (3)  executive  salaries,   (f)  fuel.    What 
are  your  total  costs?    Are  your  costs  per  passenger-mile  lower  than,  equal  to. 
or  higher  than  the  industry  average  ?    Why  ? 

During  the  first  10  months  of  1974  our  total  costs  including  non- 
operating  costs  (principally  interest  costs)  were  $10,  084.  000.    Of  this  4.  99% 
was  advertising;  .  33%  was  other  promotion;  .  91%  was  office  rents;  23.  80%  was 
wages;  4.57%  was  executive  salaries;  and  15.  9%  was  fuel.     The  total  passenger 
miles  we  carried  during  this  10-month  f)eriod  were  151  million  resulting  in 
average  passenger  mile  costs  of  6.  68<!.     During  the  year  1973  the  total  CAB 
industry  operating  expense  (excluding  ncm-operating  costs)was  $12.  206  million 
and  the  industry  carried  161,  605  million  passenger  miles  for  an  average  cost 
per  passenger  mile  of  7.  55<;.    This  figure  as  stated  is  without  non-operating 
costs  and  is  for  the  year  1973  rather  than  the  much  higher  costs  experienced 
during  1974,  principally  as  a  result  of  fuel  price  increases.     The  1974  costs  for 
the  CAB  carrier  industry  will  undoubtedly  be  well  in  excess  of  8<?  per  passenger 
mile  for  an  average  haul  in  excess  of  700  miles    which,   of  course,   is  much  more 
economical  than  the  average  240-mile  passenger  trip  on  Southwest  Airlines. 

Why  are  Southwest's  costs  so  much  lower?    Very  simply  stated, 
because  we  are  of  necessity  much  more  efficient  than  the  CAB  carriers  which 
continually  rely  on  grants  of  fare  increases  and  subsidies  by  the  CAB. 
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jQuestion  No.   15 

Enclose  a  statement  of  your  costs,  revenues,  gross  profits,  interest  on  debt, 
actual  taxes  paid,  net  return  to  equity,  and  load  factors  for  your  routes,  broken 
down  by  individual  route  insofar  as  possible  for  each  year  for  the  past  ten  years. 
(Indicate  as  well  those  of  your  costs  and  profits  that  are  attributable  (a)  Your 
charter  operations;  (b)  other  non-scheduled  airline  related  activities;  (c)  non- 
airline  activities.    Include  that  same  information  for  the  nine  months  ending 
September  30.    1974. 

In  answer  to  this  question,  we  are  supplying  you  with  copies  of  our 

Annual  Reports  for  1971,   1972,  and  1973.     In  addition,  we  are  supplying  our 

internal  Operating  Statement  for  the  first  ten  months  of  1974  which  we  would 

appreciate  your  granting  confidential  treatment.    Additionally,  we  list  below 

the  load  factors  by  segments  for  each  of  the  periods  since  we  began  operations 

on  June  18.   1971: 

Period  DAL-HOU  DAL-SAT        HOU-SAT  System 

1971  (from  June  18)  18.3%  15.6%  12.1%  17.2% 

1972  32.1  24.2  17.0  28.1 

1973  52.0  57.3  24.1  49.2 

1974  (thru  October)  62.7  65.7  26.3  60.2 

Our  charter  operations  are  miniscule.and  our  other  non-scheduled  airline 
^activities  and  non-airline  activities  are  non-existent. 


Our   charter  operations   are  miniscule   because   Braniff 
secured   a    Federal    District   Court   injunction   prohibiting   us 
from   operating   charter   flights   outside    the   State   of  Texas, 
and   there    is    very   little   opportunity   for   intrastate   charter 
business.      We   are   very   often   solicited   to   perform   interstate 
charters   because   our   prices   are    lower;    CAB   carrier   jet 
aircraft   are   unavailable   or   cannot   serve    the   destination 
airports;    or   because   the    size   of   our  aircraft   are   particu- 
larly  appropriate    for   some   groups.      All    of   these   we   must 
decline.      Moreover,   we   can   carry  mail    more   cheaply   and 
reliably   in    some   cases    than   the   CAB   air   carriers.      Neither 
the    Post    Office    nor   the    Department   of   Defense    is   willing    to 
buck    the    CAB   and    its    carriers,    however,    by   assisting    us    in 
securing    a    CAB   exemption    to    perform   these   activities.      Thus, 
it    is   even    incumbent    upon    the    Federal    government    to   pay  more 
money   for   less   service. 
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Question  No.    16 

What  airplanes  do  you  fly?    Are  your  wage  expenses  for  pilots,   other  crew,   and 
ground  personnel  lower  than,   equal  to,   or  higher  than  average  wages  in  the 
industry?    K  they  are  lower,  how  do  you  account  for  this  fact? 

We  fly  the  Boeing  737-200  aircraft  exclusively.    We  believe  that  after 

taking  into  consideration  the  seniority  of  our  employees  versus  employees  of  other 

carriers  that  our  wage  expenses  are  equal  to  the  average  wages  in  the  industry. 


Question  No.    17 
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Describe  your  "on  time"  performance.     Is  your  record  better  than,   similar  to, 
or  worse  than  the  industry  average?    If  your  record  is  different,   explain  why. 

Our  annual  on-time  performance  figures  are  set  forth  below: 

Year  Within  15  minutes  of  schedule 


1971  (from  June  18) 

98.  5% 

1972 

93.3 

1973 

82.1 

1974 

91.7 

These  on-time  performance  factors  are  believed  to  be  the  highest  in  the  world  and 
are  substantially  higher  than  the  experience  of  CAB  carriers. 


67-378  O  -  76  -  44  (Vol.3) 
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a^-^-Question  No.    18 

Is  the  weather  on  the  routes  you  fly  better  than,   similar  to  or  worse  than  the 
weather  on  typical  airline  routes  throughout  the  Country?    If  the  weather  is 
better,  to  what  extent  does  this  fact  account  for  your  lower  costs  and  your  ability 
to  charge  lower  fares?    Please  provide  us  with  written  documentation  for  your 
answer  to  this  question. 

While  we  do  not  in  the  Texas  area  have  as  much  snow  and  ice  to  contend 
with  during  the  winter  months  as  certain  other  parts  of  the  Country,   it  is  the  con- 
sidered opinion  of  our  Vice  President- Flight  Operations  that  the  high  extent  of 
thunderstorms  and  turbulent  weather  conditions  consistent  with  this  Gulf  Coast 
weather  make  our  overall  weather  conditions  similar  to  slightly  better  than  the 
Country  as  a  whole.     We  do  not  have  any  specific  statistics  to  support  this  opinion. 
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Question  No.    19 

Are  the  routes  you  fly  denser  than,   as  dense  as.  less  dense  then  typical  airUne 
routes  throughout  the  United  States?    Is  traffic  less  dense  or  more  dense  then 
the  Boston/Washington,    Boston/New  York.  New  York/Washington,  Chicago/Boston  . 
Chicago/New  York,   Chicago/Washington  routes?    To  what  extent  does  density  of 
traffic  on  your  routes  account  for  your  ability  to  incur  lower  costs  and  charge  lower 
fares  than  on  other  routes  of  similar  mileage  in  other  parts  of  the  United  States? 

In  answer  to  Question  No.   9  we  gave  you  the  size  of  the  two  principal 
markets  we  serve.    We  frankly  do  not  know  how  this  compares  with  the  size  of 
the  m.arkets  innumerated  in  this  question  but  am  sure  this  information  is  available 
to  you.    Density  of  traffic  is  important  only  to  the  extent  that  we  are  permitted  to 
use  an  economically  sized  aircraft  such  as  the  Boeing  737-200  with  a  schedule 
frequency  sufficient  to  meet  the  requirements  of  the  short-haul  commuter  pas- 
senger.   We  feel  there  are  many  markets  in  the  Country  which  are  not  currently 
large  enough  for  our  type  of  service  but  would  become  large  enough  with  our  type 
of  service  just  as  was  the  case  in  the  Dallas -Houston  and  Dallas-San  Antonio 
markets.     The  reason  they  don't  become  that  large  is  because  they  don't  have  our 
service. 
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Queation  No.  20 


Please  describe  your  safety  record.    Please  contrast  this  record  with  safety 
records  of  the  interstate  carriers  and  explain  any  differences. 

This  is  a  subject  which  we  don't  particularly  like  to  talk  about,  but  to 

this  point  our  safety  record  is    irtact,  and  we  trust  that  with  the  highly  experienced 

and  dedicated  employees  of  Southwest  Airlines,  together  with  the  excellent 

equipment  we  operate,  our  safety  record  will  remain    intact.    I  am  sure  the 

safety  records  of  the  interstate  carriers  are  known  to  you. 
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Question  No.   21 


Please  identify  any  CAB  procedures  or  activities  that  significantly  affect  your 
intrastate  operations. 

Since  to  this  date  we  are  not  subject  to  the  scrutinizing  or  regulation 

of  the  CAB,  none  of  their  procedures  or  activities  have  significantly  affected  our 

intrastate  operations.     If.  of  course,  we  were  permitted  to  carry  interstate 

passengers  connecting  to  CAB  carrier  flights  ,   our  market  opportunities  would 

be  substantially  expanded  thus  permitting  even  lower  fares  than  are  presently 

charged.     However,   such  does  not  seem  to  be  in  the  cards,   as  it  would  require 

us  to  receive  a  Certificate  of  Fhiblic  Convenience  and  Necessity  from  the  CAB.     In 

this  regard,   I  believe  the  only  new  Certificate  which  has  been  issued  in  the  last 

25  years  was  the  one  recently  issued  to  New  England  Airways,   which  effectively 

took  over  the  old  Northeast  Airline  routes.  It  is  an  extremely  tight  fraternity  to 

which  new  members  are  not  welcome. 
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Question  No.  22 

Please  describe  any  litigation  that  significantly  affects  your  intrastate  operations. 

There  has  never  been  a  day  during  our  existence  that  we  have  not  been 
in  court  defending  the  rights  of  our  commuter  passengers  to  continue  receiving 
service  by  Southwest  Airlines.    These  court  costs  are  now  cumulatively  in  excess 
of  $2  million. 

While  it  is  not  litigation  as  such,  for  over  two  years  a  Federal  Grand 
Jury  in  San  Antonio,  Texas  has  been  investigating  the  activities  of  Braniff 
International  and  Texas  International  with  regard  to  their  efforts  to  stiffle  the 
competition  of  Southwest  Airlines  in  the  markets  we  serve.    Although  some  29 
present  and    past    officers  and  executives  of  Braniff  and  Texas  International 
have  pled  the  Fifth  Amendment  and  have  been  granted  immunity  from  prosecution 
in  exchange  for  their  testimony  before  the  Grand  Jury,  the  Office  of  the  Attorney 
General  as  of  this  time  apparently  has  not  recommended  indictments. 

The   latest   litigation   affecting   Southwest  Airlines 
concerns   the   use   of  downtown   Love    Field   in   Dallas        At   the 
Instance   of   the   CAB  air   carriers,    the   billion   dollar   Dallas- 
Fort   Worth   Regional    Airport  was   constructed   mid-way   between 
nrLinL^sn^^'/I'^   approximately   23   miles    from   Dallas,   which 
provides   80%   of   the   passengers    in   the   area.      Each   of   the   CAB 
air  carriers   signed   an   agreement   to   transfer   its    services    to 
the   new  airport   and   to   underwrite   any   deficits    resulting 
from   Its   operations,    including   1.25   times    the   annual    debt 
service   on    the   Regional    Airport   bonds.      Southwest    refused   to 
do   so   because   furnishing   commuter  air   service   through   the 
Regional    Airport   is   the   equivalent   of   Eastern's   being   required 
to   use   Dulles    for   its    New   York-Washington,    D.C.    shuttle 
service.      Southwest   would    lose   all    of   its   newly   generated 
short   haul    passengers   and   collapse. 

Maintaining   that   the   absence   of  Southwest's    four  air- 
planes   from   their   billion   dollar,    nine   mile    long,    17   500 
acre   airport   would   cause   financial    disaster,    the   Cities   of 
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Dallas  and  Fort  Worth  brought  suit  to  force  Southwest  Air- 
lines to  discontinue  use  of  Love  Field.   The  Cities  lost  in 
the  Federal  District  Court  and  were  joined  by  American, 
Delta,  and  Continental  in  the  Fifth  Circuit  Court  of  Appeals. 
After  losing  there,  the  entire  Air  Transport  Association 
("ATA")  intervened  against  Southwest  in  the  United  States 
Supreme  Court  on  the  preposterous  theory  that  the  Congress 
had  given  airline  regulatory  powers  to  the  FAA  under  the 
Airport  and  Airway  Development  Act  of  1970.   As  previously 
stated,  the  Supreme  Court  denied  certiorari. 

Now,  American,  Delta,  and  Texas  International  are 
attempting  to  prolong  this  litigation  through  other  lawsuits 
and  are  trying  to  enlist  the  aid  of  Mr.  Alexander  Butterfield, 
Administrator  of  the  FAA,  in  evicting  Southwest  from  Love 
Field.   They  are  joined  in  this  endeavor  by  the  Regional 
office  of  the  FAA  located  in  Fort  Worth.   Undoubtedly, 
Southwest  faces  many  more  years  of  expensive  litigation  and 
administrative  proceedings  because  of  this  concerted  effort 
by  the  CAB  carriers  to  exterminate  it  in  their  own  self 
interest,  regardless  of  the  interests  of  the  traveling 
publ i  c. 

Southweit's  history  is  a  perfect  case  study  of  how  big, 
government  regulated  business  can  operate  to  maintain  un- 
necessarily high  rates  and  to  squash  new  entrants  in  its  field. 
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Question  No.   23 

Please  describe  the  nature  of  any  state  regulation  to  which  you  are  subject. 
How  much  do  you  spend  each  year  in  fees  and  other  costs  related  to  any  such' 
regulatory  proceedings? 

Our  authority  to  operate  derives  from  a  Certificate  of  Public  Convenience 

and  Necessity  issued  to  us  by  the  Texas  Aeronautics  Commission  which  controls 

the  routes  we  operate  and  the  fares  we  charge.     The  legal  fees  and  court  costs 

connected  with  obtaining  final  judgments  in  our  original  Certificate  case  amounted 

to  $530,  000.     The  fees  to  date  which  we  have  paid  in  connection  with  our  Application 

for  extension  of  our  route  to  the  Rio  Grande  Valley,  which  is  being  venomously 

opposed  by  Texas  International  Airlines,   are  currently  well  in  excess  of  $100,  000. 
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Question  No.  24 

Would  you  expand  into  interstate  or  international  markets  if  there  were  no  CAB 
regulations  on  entry?    If  so,  where? 

Yes.    We  would  initially  begin  service  from  the  Dallas /Fort  Worth 

area  to  both  Oklahoma  City  and  Tulsa,  Oklahoma  with    possible  other  points 

being  Kansas  City,  St.  Louis,  and  New  Orleans. 
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;;;:Question  No.   25 

List  your  fuel  costs,  in  absolute  terms,  and  as  a  percentage  of  your  total  costs, 
for  1972.  1973.  1974  and  projected  for  1975.  What  has  been  the  increase  in  cost 
per  gallon  during  this  period? 


Period 

Total 
Fuel  Costs 

Percentage  of 
Total  Costs 

Cost  per 
Trip  Plown 

Average  per 
Gallon  Cost 

1971 
(from  June  18) 
1972 

$521,382 
913.992 

11.3% 
11.4 

$103.22 
86.42 

11.5<J 
11.5 

1973 

962.799 

10.7 

90.67 

11.5 

1974 

(thru  October) 
1975 
(forecast) 

1.534.533 
3.367.104 

15.2 
20.1 

154.32 
215.84 

18.1 
28.4 

The  1975  forecast  of  28.  4<;  per  gallon  is  the  price  we  are  currently  paying  for 
fuel  from  the  Exxon  Corporation.    This  represents  a  147%  increase  over  the  price 
paid  from  1971  through  1973.     The  magnitude  of  this  increase  has  nothing  whatso- 
ever to  do  with  the  so-called  energy  shortage.     It  is  strictly  due  to  Congress' 
creation  of  the  Federal  Energy  Administration  which  has  effectively  eliminated  all 
competition  in  the  oil  industry  and  permitted  that  industry  to  just  about  charge 
any  damn  price  they  choose  to  captive  customers  whose  allotments  are  owned 
by  the  individual  oil  companies. 
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Question  No.   26 

How  would  any  of  the  above  answers  differ  if  you  were  fully  subject  to  CAB  regulation? 

Well,   in  the  first  place  we  wouldn't  be  in  business  because  we  would  have 
never  been  able  to  crack  the  fraternity  of  certificated  carriers.     In  the  second 
place  we  would  never  have  been  able  to  expand  the  markets  as  we  have  and  thus 
become  a  viable  company  because  the  CAB  would  not  have  permitted  the  fare 
experimentation  which  we  have  conducted  during  the  history  of  our  operation.    If 
by  some  means  we  could  have  gotten  the  Certificate  to  begin  operations,  we  could 
have  only  stayed  in  operation  through  the  largess  of  the  Federal  Subsidy  Program 
for  airlines. 
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Question  No.  27 

How  many  people  do  you  employ  in  positions  related  to  airline  activities?    How 
many  departures,   passenger  emplanements,   aircraft-miles,  aircraft-hours, 
RPM's  and  ASM's  did  you  accomplish  in  the  last  12-month  period? 

The  following  tabulation  answers  adequately  the  questions  posed  herein: 

Average  per  employee 
Average  number  of  employees 

Number  of  flight  departures 

Number  of  passengers 

Plane  miles 

Air  time  hours 

Revenue  passenger  miles  (000  omitted)    177,950 

Available  seat  miles  (000  omitted) 

This  information  is  for  the  12-month  period  ended  November  30,   1974. 


277 

k' 

12.001 

43 

735.215 

2.654^1 

.867.663 

10. 353 

8,072 

29 

177,950 

64212] 

303.321 

1.095131 

[1] 


12] 


[3] 


During  1973  the  dome'stic  trunk  lines  handled  663  passengers  per  employee, 
one-fourth  as  many  as  were  handled  by  each  Southwest  employee.     The  local 
service  carriers  handled  1,  143  passengers  per  employee,   less  than  one-half 
as  many  as  were  handled  by  each  Southwest  employee. 

During  1973  the  domestic  trunk  lines  flew  577  thousand  passenger  miles  per 
employee,  and  the  local  service  carriers  flew  351  thousand  passenger  miles 
per  employee,   45%  less  than  Southwest. 

During  1973  the  domestic  trunk  lines  operated  1.  091  thousand  seat  miles  per 
employee, and  the  local  service  carriers  operated  717  thousand  seat  miles 
per  employee,   some  35%  less  than  Southwest. 
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Question  No.   28 

What  is  your  total  number  of  hours  delayed  each  year  by  airport  or  air  traffic 
congestion?    Your  average  delay  per  flight  from  these  causes?    The  median 
delay?    Ratio  of  block  hours  to  flying  hours? 

Our  flights  are  scheduled  for  50  minutes.     Under  ideal  no- wind  con- 
ditions the  flights  can  be  made  in  45  minutes.     The  actual  average  block-to-block 
time  during  the  years  1972  through  1974  and  the  resulting  average  delay  per 
flight  are  set  forth  below: 

Year  Average  Elapsed  Time  Average  Delay 

(minutes) 

1972  49.5  4.5 

1973  50.5  5.5 

1974  48.0  3.0 

The  improvement  in  1974  over  1973  is  principally  due  to  the  elimination  of 
most  traffic  conjestion  at  Love  Field  subsequent  to  the  move  on  January  14 
by  the  other  carriers  to  the  Regional  Airport.     During  the  first  11  months  of 
1974  our  block  hours  were  119%  of  our  air  time  hours. 
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SOUTHWEST  AIRLINES  CO. 
Balance  Sheet 
As  of  October  31,    1974 
Assets 


Current  Assets 

Cash  in  bank  &  on  hand 

Accounts  receivable  -  Trade 

-  Credit  Card 

-  Employees 

-  Other 

Total 
Less:  Reserve  for  bad  debts 
Total 

Inventories  -  Expendable  parts  &  supplies 
-  Uniforms 
Total 

Prepaid  expenses  -  Insurance 

-  Taxes 
Total 

Special  funds  -  Deposits 

-  Cash  values  (INS) 

-  Bonds 

Total 
Propert)'  &  Equipment: 

Flight  equipment  -  Operating 

-  Non-operating 

-  Progress  payments 
Rotable  spares  &  assemblies 
Ground  equipment 

Leasehold  improvements 

Total 
Less:  Reserve  for  depreciation 

Net  property  &  equipment 

Deferred  Charges: 
Certification  costs 
Love  Field  law  suit 
Valley  service  costs  and  pilot  training 

Total  Assets 


Current  Month 

Previous  Month 

$        710.575 

$   2. 

106,791 

228.305 

186.478 

745.952 

687.970 

17.304 

9.698 

59.  325 

75, 125 

1,050.886 

959,271 

5.000 

5.000 

1.045.886 

954.271 

169,022 

166.681 

27.  926 

35,065 

196.948 

201,746 

104.  333 

36.558 

14.782 

13.603 

119.  115 

50. 161 

9.300 

9.300 

81.  941 

79,782 

14.  707 

14.707 

105.948 

103.789 

2.  IVa. 4V2 

3 

416.  7bti 

17.  122.699 

17 

122,699 

780,264 

25.000 

2,671.091 

2 

.653,966 

691.  318 

533.721 

162.915 

223.714 

21,428.  287 

20 

.559.  100 

4.  040.  445 

3 

.910.843 

17,387.  842 

16 

.648.257 

176.712 

185,547 

133, 615 

137.  187 

80, 313 

103,749 

390. 640 

426.483 

$19,956.  954 

$20 

.491,498 
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SOUTHWEST  AIRLINES  CO. 

Balance  Sheet 

As  of  October  31.    1974 

Liabilities  &  Net  Worth 


Sch.  A.  2 


Ciirrent  Month 


Previous  Month 


Current  Liabilities: 
Accounts  payable 
Collections  as  agent 
Accrued  salaries  &  wages 
Accrued  liabilities 
Total 


461.712 
147.531 
107.466 
566.556 
1,283.255 


602.213 
127. 603 
100.534 
640,510 


1.470.860 


Long  Term  Debt: 

Conditional  Sales  Agreement  -  BFC 
Aircraft 

Deferred  interest  -  aircraft 
Defejrred  compensation 
Total 

Deferred  Credits: 

Flight  equip,  airworthiness  reserves 

Net  Worth: 

Capital  stock,  $1  par 
Paid-in  surplus 
Earned  surplus  (deficit) 

Total  Liabilities  &  Net  Worth 

Summary  of  Accrued  Liabilities: 
Ad  valorem  taxes 
Accrued  interest  -  aircraft 
Insurance  -  passenger  liability 
Engine  repair  -  TWA 
Legal  fees  -  ORK  &  W 
Employees  profit  sharing 
Payroll  taxes 
Misc.  -  current  months  accruals 

Total  accrued  liabilities 


13. 

219.224 

13, 

646,475 

- 

99,980 

92.680 

88,000 

13, 

311. 904 

13. 

834,455 

1. 

306.074 

1, 

246.415 

1. 

108,758 

1 

108,758 

6. 

062. 105 

6 

062, 105 

(   3, 

115, 152) 

(   3, 

231,095) 

4 

055,711 

3 

939,  758 

$19, 

958,954 

$20 

491,498 

103.208 

126.000 

138.206 

122.770 

45,207 

35.461 

33.482 

125. 348 

193.300 

189.800 

11,149 

11.243 

42.004 

29,888 

$ 

566,556 

$ 

640,510 
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SOUTHWEST  AIRLINES  CO. 
Source  and  Application  of  Funds 
October  1974 


Current  Previous  Year-to- 

'  Month  Month  date 


We  received  funds  from: 
Operations - 
Net  income  (loss) 
Provisions  for-  depreciation  of  equip. 

-  A/W  reserve  (net) 
Amortization  of  -  certification  costs 
-  Love  Field  Case 
Pilot  Training  Costs 
Deferred  Compensation 
Sales  of  Flight  Equip.  -  Spare  Parts 
Cash  Differential  Received  from  V.  A.  S.  P. 
Aircraft  Exchange 
Total  From  Operations 
We  utilized  funds  for: 

Principal  payiTients  to  Boeing 
Progress  payments  on  aircraft 
Buyer  furnished  equipment 
Purchase  of  -  rotable  spares    &  assemblies 
-  other  ground  equipment 

Additions  to  deferred  charges 

Total  funds  utiUzed  $1,404,054        $      955.733        $4,542,863 

Increase  (Decrease)  in  Working  Capital  ($1. 050. 69T)      $        SI.  766       ($     207,  3"06) 


$   115.942 

$   190.189 

$2. 

053.889 

131. 102 

103.245 

1. 

077. 794 

59.659 

(     2.920) 

242. 834 

8.835 

8.836 

88.356 

9,  145 

8.649 

75.684 

24, 000 

5.000 

34.320 

4,680 

5.500 

54, 180 

- 

- 

8.500 

_ 

700.000 
$1,018,499 

$4" 

700.000 

$  353,363 

335.557 

527.231 

742,071 

1 

931.895 

750.291 

- 

1 

657.815 

4.973 

3,515 

147,400 

18, 624 

69. 799 

226,490 

96.798 

85.540 

404, 133 

6.  137 

55.807 

175, 130 
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SOUTHWEST  AIRLINES  CO. 
Statement  of  Income 
October 

1974 


Sch.   C 


1973 


Total 

Per  Trip 

Total 

Per  Trip 

Operating  revenues: 

Passenger 

$1 

,425.293 

$1 

,079.77 

$805,046 

$860. 09 

Liquor  sales 

13.601 

10.30 

11.073 

11.83 

Package  express 

55.835 

42.30 

19.291 

20.62 

Other  -  service  charges 

5,298 

4.01 

5,579 

5.  96 

charter 

3.482 

2.64 

2.  109 

2.25 

miscellaneous 

~ 

2,  771 
503,280 

~r 

2.  10 
141. 12 

- 

- 

Total 

843. 098 

900. 75 

Operating  expenses: 

Flight  operations 

395.462 

299.59 

159.227 

170. 11 

Maintenance 

179.417 

135.92 

128.351 

137. 13 

Terminal  operations 

127.292 

96.43 

83,580 

89.29 

In-flight  services 

79,367 

60.13 

49.690 

53.09 

Marketing 

181, 966 

137.85 

64.320 

68.  72 

Insurance  &  taxes 

84,667 

64.  14 

55.225 

59.00 

General  and  administrative 

54,472 

41.27 

49.492 

52.88 

Depreciation  and  amortization 

149,  084 

112.95 

.       112.312 

119. 99 

Total 

1 

251.727 

948.28 

702. 197 

750.21 

Operating  profit  or  (loss) 

$ 

254,553 

$ 

192.84 

$140,  901 

$150. 54 

Non-operating  income  and  (expens 

es): 

Interest  income  and  misc. 

2.777 

2.10 

3.051 

3.27 

Cash  discounts  earned 

318 

.24 

120 

.  13 

Interest  expense 

( 

138,206) 

( 

104.70) 

(    105,990) 

(    113.24) 

Employee  profit  sharing 

( 
( 

3,500) 
138.611) 

( 
( 

2.65) 
105.01) 

- 

- 

Total 

{    102.809) 

(    109.84) 

Net  income  or  (loss) 

$_ 

115,942 

$_ 

87.83 

$    38.092 

$  -40.  70 

Trips  operated 

1,320 

936 

Passengers  carried 

75,396 

48.026 

Yield  per  passenger 

$ 

19.98 

$    17.56 

Avg.  total  cost  per  psgr. 

$ 

18.44 

$    16. 75 

67-378  O  -  76  -  45   (Vc'. 
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SOUTHWEST  AIRLINES  CO. 


Statement  of  Income 

Year  to  October  31,    1974 

■; 

1974 

1973 

Total 

Per  Trip 

Total           Per  Trip 

Operating  revenues: 

Passenger 

$11,540,936 

$1 

160.59 

$7,220,883 

$813.53 

Liquor  sales 

138,468 

13.92 

117.498 

13.24 

Package  express 

370.374 

37.25 

154.287 

17.38 

Other  -  service  charges 

47.540 

4.78 

54.961 

6.  19 

-  charter 

22,451 

2.26 

18.833 

2.12 

-  miscellaneous 

18,189 

1.83 

7.582 

.85 

Total 

12.  137.958 

1 

220.63 

7,574.044 

853.31 

Operating  expenses: 

Flight  operations 

2.292.439 

230.54 

1.438.368 

162.05 

Maintenance 

1.  380,533 

138. 83 

1,  145,685 

129.08 

Terminal  operations 

1.061.987 

106.80 

741,974 

83.59 

In-flighr  services 

580.377 

58.  36 

399,281 

44.98 

Marketing 

979.021 

98.45 

733,125 

82.60 

Insurance  &  taxes 

732.703 

73.  68- 

677,519 

76.33 

General  and  administrative 

557.216 

56.04 

415,408 

46.80 

Depreciation  and  amortization 

1.241.835 
8.826.  Ill 

124.88 

1,  118,399 
6,  669,  759 

126.00 

Total 

887.58 

751.43 

Operating  profit  or  (loss) 

$    3.311.847 

$ 

333.05 

$      904,285 

$101.88 

Non-operating  income  and  (expenses): 

Interest  income  &  misc. 
Cash  discounts  earned 
Interest  expense 
Employee  profit  sharing 
Total 

Net  income  or  (loss) 

Trips  operated 

Passengers  carried 

Yield  per  passenger 

Avg.  Total  cost  per  psgr. 


36.597                 3.68  11.380             1.28 

1.654                   .17  1.146               .13 

(      1.102,909)  (        110.91)  (        867,117)  (      97.69) 

(  193,300)  (  19.44)     -  - 

(      1.257.958)  (        126.50)  (        854.591)  (      96.28) 


$   2.053.889      $      206.55       $        49.694      $      5.60 


9.944 

8.876 

622,855 

453. 117 

$ 

19.49 

$  16.72 

$ 

16.  19 

$    16.61 
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sen.  0 


Passenger  revenues: 
Full  Fare 
Economy 
All  others 

Total 


SOUTHWEST  AIRLINES  CO. 

Passenger  Revenues  By  Class 

October,    1974 

Passengers 

Amount 

Pter 

Passenger 

40, 683 

30.492 

4.221 

$     938.742 

392,375 

94.177 

$23.08 
12.87 

22.31 

75.396 


$1.425.294        $18.90 


Operating  Expenses  Classified  Objectively 

Ciirrent  Month 

Amount  Per  Trip 


Operating  expenses: 
Salaries  and  wages 
Employee  profit  sharing 
■  "Payroll  burden- Ins.  &  taxes 
Personnel  expenses 

Total  personnel  costs 
Comm. ,  utilities  purchased 
Traffic  comm.  &  discounts 
Legal  &  ProL  fees  &  expenses 
0/S  services  &  repairs 
Rentals 

Aircraft  fuels  &  oil 
Maint.  materials  &  supplies 
Stat. ,  prtg.  &  office  supplies 
Psgr.  bev.  &  supplies 
Insurance- Prop.  &  PL  &  FD 
Taxes-Prop.,  franchise,  other 
Advertising  &  public  relations 
All  other 

Total  cash  expenses 

Change  in  A/W  reserves 
Prov.  for  depr.  &  amort. 

Total  operating  expenses 


$     275.941 

3.500 

22.339 

9.071 

$     310,851 

10.501 

39.197 

61.983 

44.737 

31.364 

276,544 

24.099 

18.919 

31.690 

46.100 

16.228 

129.987 

4.284 

$1,046.484 

59.659 
149,084 

$1,255, 227 


$209.05 

2.65 

16.92 

6.87 

$235.49 

7.96 

29.70 

46.96 

33.89 

23.76 

209.50 

18.26 

14.33 

24.00 

34.92 

12.29 

98.48 

3.25 


$792. 

79 

45. 
112. 

20 

94 

$950. 

93 

Year-to-date 


Amount 


Per  Trip 


$2,  306.  500 
193,300 

199,280 

74, 505 

$2,773,585 

98,610 

314,751 

218,512 

596.844 

282.505 

1.534.532 

260.096 

108.887 

203.858 

375.694 

157,730 

532.786 

76,351 


$231.95 
19.44 
20.04 

7.49 
$278.92 

9.92 
31.65 
21.97 
60.02 
28.41 
154.32 
26.  16 
10.95 
20.50 
37.78 
15.86 
53.58 

7.68 


$7, 534,741         $757.72 


242,834 
1,241,  836 


24.42 
124.88 


$9.019,411         $907.02 
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SOUTHWEST  AIRUNES  CO. 

Operating  Expenses  by  Cost  Center 

October,    1974 

A/C  No.  of 

No.  Employees 

100.0  Flight  Operations  - 
121         General  management  personnel  1 
123         Pilots  and  first  officers                      31 

126. 1  Dispatch  personnel  4 
131  Record  keeping  &  stat.  per.  1 
135.1     Secretary  &  stenos.                                1 

136. 1  Personnel  expenses-Mgt. 

136.2  Personnel  expenses-Pilots 
137  Communications  purchased 
141  Prof.   &  tech.   fees  &  expenses 
142. 1  Into-plane  fuel  charges 
142.9  Outside  services-Other 
144.4  Landing  fees 
144.6  Rentals -Vehicles 
145  Aircraft  fuel  &  oil 
150  Stat.  prtg.  &  office  supplies 
153  Other  supplies 
171  Other  expenses 

Total  38 

Per  R  to  R  Hour 


Current  Month 

Year -to- date 

$     2, 500 

$ 

24. 400 

50,335 

398,  646 

5.280 

49. 910 

850 

7,600 

575 

5.766 

340 

759 

1,915 

17,810 

442 

7,445 

31,348 

51,348 

8,640 

68, 229 

1,031 

( 

67) 

15.355 

123,388 

77 

770 

276,544 

1 

534, 533 

110 

1,274 

120 

628 

$395,462 

$2_ 

292.439 

$  376.27 

l_ 

288.47 
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SOUTHWEST  AIRLINES  CO. 
OPERATING  EXPENSES  BY  COST  CENTER 
OCTOBER  1974 


SchE.  2 


No.  of 


^00.  0  Maintenance  - 

221  General  management  personnel 

225  Maintenance  labor  (hourly) 

-228  Trainees  &  instructors 

231  Record  keeping  &  statistical 

234  Buyers  &  stock  clerks 

J35. 1  Secretary  &  stenographer 

235.  2  Other  employees 

236. 1  Personnel  expenses-Mgt. 

236.2  Personnel  expenses-Mechanics 
-237  Communications  Purchased 
.242.  8  O/S  serv.   -  Freight 

^42. 9  O/S  serv.  -  Other 

243  O/S  repairs 

244.  3  Rental -Hangar 

■244.6  Rental-Vehicles 

244.  8  Rental -Ope  rations -Terminal 

246  Maintenance  materials 

249  Shop  &  servicing  supplies 

250  Stat. ,  prtg,  &  office  supplies 
^253  Other  supplies 

-254  Inventory  adjustments 

271  Other  expenses 

272.  0  Provision  for  A/W  reserves 

272. 1  A/W  reserve  charges 

Total 

Per  Air-time  Hour 


Employees 

Current  Month 

Year-to-date 

3 

$     4.675 

$       44, 350 

33 

39,143 

329,773 

1 

1,250 

11.600 

2 

1,225 

7,  285 

6 

4,564 

44,732 

4 

2,235 

20, 290 

2 

2.600 

24. 950 

323 

4,028 

585 

(            2,895) 
235 

....       2,855 

16,068 

6,  508 

22, 667 

19.703 

304,002 

3.675 

36,375 

.    77 

1,014 

343 

3,300 

23, 749 

213,851 

3,886 

42, 496 

548 

5,154 

1.814 

8.424 

90. 200 

.    677,500 

(     30,541) 

(       434,666) 

51 


$179,417 


$   202.05 


$1,380.533 


206.20 


Detail  of 
Current  Month 


Year-to-date 


A/C  243  A/C  246  A/C  243       A/C  246 


,  1    Airframe  O/H  1,699 

,2   Engine  O/H  &  repairs  792 

,3    Component  O/H  -  Airframe  7,753 

,4   Component  O/H  -  Engines  1,790 

,5   Instrument  repairs  3.658 

.6   Avionics  repairs  672 

.7   APU  repairs  1,487 
,8   Wheels,  tires  &  brakes 

. 9  Ground  equipment  repairs  1,  852 


11,269 
751 
655 


9.733 
1,341 


10,289 
143.209 
49,988 
29,062 
16,843 
32,907 
17.443 

4.261 


115,295 
6,215 
7,076 


6.339 

69, 857 

9,069 


Total 


19,703 


23.749 


304.002         213, 851 
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SOUTHWEST  AIRLINES  CO. 
OPERATING  EXPENSES  BY  CCKT  CENTER 
OCTOBER  1974 


AAJ 
No. 

300. 0  Terminal  Operations 

321 

326.2 

326. 3 

326.4 

335.1 

336.1 

336.2 

337 

338 

341 

342.0 

342.2 

342.3 

342.4 

342.9 

343.9 

344.1 

344.2 

344.6 

346.9 

350 

353 

3S8 

363 

364 

370 

371 


No.  of 


General  management  personnel 

Ramp  personnel 

Psgr.  Handling  personnel 

Reservation  personnel 

Secretary  &  steno. 

Personnel  expense- Mgt. 

Personnel  expense-Stat.  employees 

Communications  purchased 

Utilities 

Prof.  &  Tech.  fees  &  expenses 

Security  costs 

0/S  services  -  Acft.  handling  (HOU) 

0/S  services-Baggage  handling  (DAL) 

0/S  services-Porter  service 

0/S  services-Other 

0/S  services- Repairs 

Rentals -Counter  &  oper.  space 

Rentals- Gate  positions 

Rentals  -  Vehicles 

Maintenance- Ground  equipment 

Stat. ,  prtg.  &  office  supplies 

Other  supplies 

Baggage  claims  paid 

Interrupted  trip  expense 

Memberships 

Charter  costs 

Other  expenses 

Ibtal 

Per  Passenger  Carried 


Employees 

Current  Month 

Year-tD-date 

5 

$     6. 100 

$ 

57,479 

21 

12.493 

53.  932 

79 

42. 670 

391.600 

37 

21. 841 

186,472 

1 

635 

5.840 

69 

218 

484 

2,150 

5.796 

53.  522 

2 

10 

- 

1.251 

20,322 

130, 206 

711 

3,  804 

- 

1.609 

1.719 

■30.036 

12 

669 

4.576 

45.  880 

2.661 

25.  632 

154 

1.439 

324 

7.068 

3.179 

31.571 

275 

3.597 

1.749 

10.133 

504 

4.720 

506 

1,923 

510 

11,226 

143 

$127,292 

$1, 

061,987 

$        1.69 

i_ 

1.71 
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SOUTHWEST  AIRLINES  CO. 
OPERATING  EXPENSES  BY  COST  CENTER 
OCTOBER  1974 


No.  of 


400.0  In-flight  Service 

421       General  management  personnel 

424       Hostesses 

426. 2  Provisioning  Agents 

428       Trainees  &  instructors 

435. 1  Secretary  &  steno 

436. 1  Personnel  expenses -Mgt. 

436. 2  Personnel  expenses-Hostesses 

436.3  Personnel  expenses -Uniforms 

437.0  Communications  purchased 
442.9  0/S  services 

444.9  Rental-Provisioning 

450       Stat. ,  prtg.  &  office  supplies 

451. 1  Psgr.  beverage  exp.  -cost  of  liquor 

451.2  Psgr.  beverage,  setups,  and  supplies 

451.3  Psgr.  beverage  exp. -liquor  tax 

451.4  Psgr.  beverage  exp. -non-alcholic 

452  Psgr.  supplies 

453  Other  expenses 


Total 


Employees 

Current  Month 

Year-to-date 

1 

$   1.600 

$  15.400 

63 

37,459 

262.068 

8 

4,836 

45.384 

1 

650 

7.638 

1 

575 

5.082 

-     - 

174 

3,198 

25.517 

. 

17 

163 

3.047 

1.058 

9.622 

111 

2.452 

12.340 

92.996 

6.190 

37.086 

-      1.966 

15.066 

1.508 

17.505 

7,433 

37.730 

—  ' 

280 

3.593 

74 

$79,367 

$580,3  77 
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SOUTHWEST  AIRLINES  CO. 
OPERATING  EXPENSES  BY  COST  CENTER 
OCTOBER  1974 


Sch.  E.  5 


aa: 

500. 0  Marketing  - 

521 

533 

535.1 

535.2 

536.1 

536.2 

537 

539.1 

539.2 

541 

542.9 

544.5 

544.6 

550 

553 

559 

560.1 

560.2 

560.3 

560.4 

560.5 

560.6 

562 

564 

566 

566.1 

571 


No.  of 


General  management  personnel 

Traffic  solicitors 

Secretary  &  steno. 

Other  personnel 

Personnel  exp.  -  Mgt- 

Personnel  exp.  -  Traffic  solicitors 

Communications  purchased 

Traffic  comm.  -  Agency 

Discounts  -  Charge  sales 

Professional  &  Technical  fees 

0/S  services 

Rentals-Sales  offices 

Rentals- Vehicles 

Stat. ,  prtg.  &  office  supplies 

Other  supplies 

Promotional  material 

Advertis  ing- News  paper 

Advertising- TV 

Advertising- Radio 

Advertising-Billboards 

Advertising-Other  publications 

Advertis  ing- Production  costs 

Other  promotional  &  pub.  exp. 

Memberships 

Provisions  for  bad  debts 

Bad  debts  recovery 

Otber  expenses 


Ibtal 


Employees 

Current  Month 

Year-to-date 

1 

$     1.950 

$   18.600 

6 

4.500 

42, 534 

2 

1.350 

11,888 

1 

950 

9,050 

278 

3,362 

687 

6,896 

304 

2,553 

19.121 

160.308 

20.076 

154.443 

412 

9,411 

271 

2,727 

538 

5.384 

1.094 

9.608 

578 

3.551 

1.279 

10.620 

66.188 

100,223 

110 

118.779 

33.344 

36,928 

12.567 

138,491 

3,575 

22,258 

9.450 

86, 802 

3.251 

22,295 

203 

2,059 

- 

10^767 

(            110) 

(     10,546) 

- 

30 

10 

$181,966 

$979,021 
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SOUTHWEST  AIRLINES  CO. 
OPERATING  EXPENSES  BY  COST  CENTER 
OCTOBER  1974 


A/C 
No. 

600. 0  Insurance  &  Taxes  - 

655. 0  Profit  sharing 

655. 1  Insurance -Aircraft  hull 

655.2  Insurance- Floater  (Contents) 

655.3  Insurance-Other-General 

656. 1  Insurance-Passenger  liability 

656. 2  Insurance-PL  &  PD 

656. 3  Insurance-Other  liability 

657. 1  Insurnace-Emp.  welfare-Workmen's  comp. 

657.2  Insurance- Emp.  welfare-Group 


Total  Insurance 


668.1  Payroll  taxes- PICA 

668. 2  Payroll  taxes-State  unemployment 

668.3  Payroll  taxes- Fed.  unemployment 

669. 1  Taxes  -  Property 

669. 2  Taxes  -  Franchise 

669. 3  Taxes  -  Other 


Total  Taxes 

Tbtal  Insurance  &  Taxes 

Total  Payroll  burden  (MEMO) 

Tbtal  Payroll  burden  per  employee 


Sch.  E.  6 


Current  Month 

Year-to-date 

($   6.250) 

($    67.246) 

20.462 

173.784 

820 

8.109 

1,484 

11.773 

25.890 

212.438 

3.631 

36.360 

63 

474 

2.041 

11,252 

7.598 

60.968 

$55,739 

$447,912 

12,387 

119,497 

13 

1,031 

300 

6.534 

14.203 

140.800 

709 

6.811 

1.316 

10.118 

$28,928 

$284,791 

$84,667 

$732,703 

$22,339 

$199,282 

$  66.88 

$     72.31 
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SOUTHWEST  AIRLINES  CO. 
OPERATING  EXPENSES  BY  COST  CENTER 
OCTOBER  1974 


Sch.  E.  7 


A/C 

No. 

700. 0  General  and  Adminlstrattve  - 

721  General  management  p)ersonneI 

722  Deferred  compensation 

730  Switchboard  operator 

731  Record  keeping  &  stat.  personnel 

735. 1  Secretary  &  steno. 

735. 2  Other  personnel 

736. 1  Personnel  expense- Mgt. 

736. 2  Personnel  expense-Other 
737  Communications  purchased 

740  Legal  fees  &  expenses 

741  Prof.  &  tech.  fees  &  expenses 
742.6  0/S  services-Computer  time 
742. 9  0/S  services-Other 

743.9  0/S  repairs -Ground  equipment 

744.5  Rentals-Office 

744.6  Rentals-Vehicles 

744.7  Rentals-Xerox 

746.9  Maint.  meterials- Ground  equipment 

750  Stat. ,  printing  &  office  supplies 

753  Other  supplies 

764  Memberships 

765  Corporate  &  fiscal  expenses 
771  Otiier  expenses-Donations 

Total 

Percent  of  other  cash  costs 


No.  of 
Employees 


1 

13 

1 


,18 


Current  Month 

Year-to-date 

$      8.167 

$ 

«0. 600 

4.680 

54.180 

575 

5.331 

8.728 

79.590 

950 

9.050 

1.162 

16,074 

30 

388 

3,794 

33.470 

10,313 

129.221 

- 

16,876 

1.900 

17.554 

1.246 

6,102 

_ 

18,000 

227 

2.295 

2,352 

11,363 

26 

224 

6,892 

37,233 

312 

3.006 

20 

520 

2,988 

34.521 

110 

1.618 

$   54.472 

L- 

557.216 

5.  20% 


7.93% 


800.0  Depreciation  and  Amortization  - 

874. 1  Amortization  -  Certification  costs 

874. 2  -  Love  Field  Case 
875.6  Depr.  -  Flight  equipment 

875. 8  Depr.  -  Maintenance  equipment 

875. 9  Depr.  -  General  ground  prop. 

Total 

989. 1  Employee  Profit  Sharing 

Profit- Year  to  date  before  profit 

sharing  plan 
6/12  of  $1,150,000 
Amount  subject  to  profit  sharing 
Rate 
Provisions  for  profit  sharing 


$     8. 836 

9.146 

124.450 

980 

5,672 

$ 

1 

88.356 

75.684 

009.555 

9.150 

59.090 

$149,084 

$1_ 

241.835 

$     3, 500 

$ 

193,300 

$119,468 

$2 

247, 189 

95,883 
23.585 
X            15% 
$     3.500 

1, 

X 

958,833 
288.356 

15% 
193,300 
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SOUTHWEST  AIRLINES   CO. 
Operating  and  Marketing  Statistics 
October      1974 


Sch.  F 


Operating  Statistics  - 
Trips  scheduled 
Trips  flown 
Completion  factor 
Hours  flown         -air  time 

-R  to  R  time 
Minutes  per  trip  -air  time 

-R  to  R  time 

On-time  Performacce  (Departures)  - 
On- schedule 
Within  5  minutes 
6-15  minutes  late 
Over  15  minutes  late 

Arrivals  within  15  mlns.  of  schedule 

Marketing  Statistics  - 
Revenue  passengers 

DAL-HOU  (Hobby)  segment 
DAL-SAT  segment 
SAT-HOU  (Hobby)  segment 
System 


Current  Month 

1973 

Year-to 

-date 

1974 

1974 

1973 

1,347 

988 

10.090 

9,134 

1,320 

936 

9,944 

8,876 

98.0% 

94.7% 

98.6% 

97.2% 

888 

645 

6,695 

6,124 

1,051 

801 

7,947 

7,497 

40.4 

41.3 

40.4 

41.4 

47.8 

51.3 

48.0 

50.7 

56.5% 

42.8% 

63.0 

44.6 

17.0 

22.8 

20.1 

22.7 

14.6 

17.1 

9.9 

17.4 

11.9 

17.3 

7.0 

15.3 

100.0 

100.0 

100.0 

100.0 

88.1 

79.1    . 

93.0 

81.3 

47,772 

23,121 

4,503 

75,396 


28,619 

15,881 

3,526 

48,026 


395,622 

202,118 

25.115 

622,855 


275,207 

143.359 

34.551 

453, 117 


Tr^s  flown  by  market 

DAL-HOU 
DAL-SAT 
SAT-HOU 
System 

Average  passengers  per  trip 

DAL-HOU 
DAL-SAT 
SAT-HOU 
System 


732 
414 

174 

1,320 


65.3 
55.8 
25.9 
57.1 


518 
278 
140 
936 


55.3 
57.1 
25.2 
5L3 


65.2 
68.3 
27.3 


62.6 


5,088 
2.390 
1,398 
8,876 


54.1 

6ao 

24.7 
51.0 


O 
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